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	When a guest enters a hotel, the first thing they see is the front desk, which is also where they get their initial impression of the hotel's staff and the level of hospitality they provide. To ensure that customers have a pleasant stay and leave with a favorable impression, it is essential for the front desk employees to maintain a professional demeanor while also being friendly and informed. According to Muhaire (2022), the employee at the front desk of a hotel or other hospitality establishment needs to be well-versed in a variety of jobs associated with the hospitality sector, ranging from administrative responsibilities to problem resolution. This knowledge is necessary in order to provide proper customer service. In the following, the paper will go over the fundamental responsibilities and abilities that are necessary to work at the front desk of a hotel in order to ensure a smooth operation and provide excellent service to guests. 
As someone who has spent several years working in the hotel industry, I am aware of how crucial it is to have front-desk staff members who are proficient in both providing outstanding customer service and communicating well with guests. This conceptual understanding can be put into practice by predicting the demands of clients, offering suggestions and guidance, and acting in a polite and well-trained manner (Szostak, 2021). I am convinced that as I gain experience, I will be able to display these attributes in my work while still meeting the demands that are placed on customer service. I am also aware of the significance of the function of the front desk in giving correct information and sound guidance, which is critical to the prosperity of the hospitality sector. 
 Considering I have personal experience working in the hospitality business, I am well aware of how critical it is to have a comprehensive awareness of the regulations and processes that are in place when one is managing reservations and guests' arrivals. It is of the biggest importance for the prompt resolution of any disputes or grievances that may develop. In such scenarios, the front desk staff needs to be able to demonstrate the maximum flexibility and provide efficient customer service (Hwang et al., 2021). Therefore, the understanding of these processes should be well ingrained, along with the capacity to offer clients with the necessary details on the hotel's current occupation status and room pricing, while also ensuring that there is room availability (Shin et al., 2019). Because of my experience, I am able to put this theoretical knowledge into practice when working in industry. I am able to efficiently handle booking requests, keep track of and update visitor portfolios, and send bills to higher departments when necessary. 
It is also essential, for someone who works in the hotel business as a professional, to have a solid comprehension of the financial operations that take place at the front desk. (Hwang et al., 2021, p. 1471) This knowledge and competence will ensure that personnel are able to conduct billing and methods for handling cash successfully. In my opinion, offering outstanding customer service involves a number of core components, one of which is having the ability to reliably record charges, receive settlements, and provide receipts in a timely manner (Shin et al., 2019, p. 315). Also, I have personal experience with the significance of implementing cross-charging for services provided by different sections, such as restaurants and maintenance. As a result, I see why it is essential for the workers to be able to easily manage this situation. I have the ability to effectively implement activities that are relevant to front desk operations thanks to my combination of theoretical knowledge and practical experience. The hospitality business will eventually get the results they want as a direct consequence of this.
Lastly, the employees at the front desk should have a comprehensive understanding of the software and technological systems used by the hotel. It is vital to have a working knowledge of how to effectively utilize contemporary systems that are used to handle and oversee bookings (Halkiopoulos, 2020, p. 11). It is paramount for the personnel to be able to precisely enter the required data into software applications in order to track the rooms (Hwang et al., 2021, p. 1473). This information includes the dates of check-in and check-out, the amount that is owed, and any other information that may be relevant. Additionally, employees ought to respond to guests' inquiries using the hotel's point of sale (POS) software (Halkiopoulos et al., 2020, p. 13).
Working at the front desk of a hotel demands employees to provide excellent customer service, effectively manage reservations and payments, and be able to run the many technological systems used by the hotel. In order to offer visitors with correct information and manage any concerns that may arise, it is vital to have great communication, problem-solving, and financial abilities. The front desk personnel are the first point of contact that visitors have with the hotel, therefore they are responsible for maintaining a professional demeanor while still being educated and friendly.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure quick resolution of this scenario in the future?


	As the front desk employee, one is responsible for ensuring guests get a positive impression of the hotel. I will provide the greatest customer service on my first day as a reception area worker to make visitors feel at home and valued. I shall extend a warm and courteous greeting to every visitor. First and foremost, attention must be paid to client interactions. Following the fundamentals mentioned by Corgel et al. (2011), extending a pleasant welcome to visitors is important. The fundamentals to establish familiarity and consistency include a smile, a greeting, and using the visitor's name. It is also critical to pay attention to what the clientele needs and make the lobby space friendly and professional. I will ask if they experienced a comfortable and secure trip, and if necessary, I will take care of any of their questions or requests. In order to establish a sincere relationship with each visitor, I will also uphold a high degree of knowledge and pay close attention when providing specific information about the hotel's services, amenities, and facilities. I will also uphold the rigorous requirements of information correctness, transfer visitors' luggage, and field visitors' phone calls. Additionally, I will politely update co-workers and hotel management orally on customers' arrivals and any out-of-order circumstances (Rutherford, 2002).

	I will act aggressively when required to ensure everything runs smoothly throughout my shift. This strategy will entail checking that guest registration documents are signed, corresponding with users if any flaws are discovered by visitors, performing routine security checks, creating detailed and accurate guest accounts, and at the end of my shift, providing all necessary information for audit-related activities. According to Corgel et al. (2011)'s 'The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice', it is critical to identify customer preferences and cater to their demands as quickly and expertly as possible. It is also critical to comprehend the qualities of excellent client service and consumer fulfilment alongside the value of building relationships with visitors. Additionally, I would make sure that all necessary duties are finished before departing, including checking that necessary materials are present in rooms, following up with visitors on any off-site activities, and making sure that guest rooms are reset, closed and secured before the day is through (Corgel, Sturman, & Verma, 2011).
	Concentrating on the revenue management tactics described by Patterson (2017) is crucial. Better management of the hotel's revenue can be achieved by being aware of the organization’s many types of pricing policies.  They may include less restricting, flexible price, and seasonal rate regulations. The hotel's financials must also be understood in light of the cost-benefit evaluation and running cost calculations (Johnstone & Clarke, 2005). Additionally, it is critical to design marketing and promotion techniques, including aggressive pricing, discounts, and promotions tailored to particular clients (Patterson, 2017). Since it addresses both operations management and handling customer service, my plan will be quite successful. I will ensure the hotel keeps a positive reputation by offering tremendous customer service and paying close attention to visitor needs. Additionally, I will guarantee that the hotel provides top-notch services by following up with visitors to ensure they have all the details about off-site activities. By doing security checks, checking visitor registration cards, and ensuring all necessary activities are finished before the close of the day, all operations will function smoothly during the shift (Patterson, 2017). Notwithstanding, my strategy will also address operations management. Additionally, it is important to demonstrate a genuine dedication to hospitality. 

	To guarantee a speedy resolution of such a problem in the future, I will prepare a contingency plan to handle any unexpected circumstances. It will entail ensuring that every employee has the necessary training to undertake jobs linked to operations or customer support. In addition, I will make sure that the accommodation has a sufficient contingency strategy in place.  I will also stay in touch with the hotel management and my co-workers effectively, to ensure that every task is finished quickly. In order to guarantee an immediate resolution of the present scenario, it is crucial to establish a backup plan for the future. Tesone (2015) writes in ‘Principles of Management for the Hospitality Industry’ that having defined operational protocols, a current staff manual, and an emergency plan are all advantages. In addition to ensuring a smooth transition, should a boss call in sick, having well-trained staff will foster a professional work environment. Additionally, even when understaffed, having a consumer service strategy helps guarantee a productive shift.
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	Property management systems (PMS) are created and used to assist hotels in managing various elements of their business. Hotels can use property management systems to simplify the booking and reservation procedures, monitor inventory, manage client preferences, save financial information, improve employee communication, and perform other operational tasks more effectively. In a constantly shifting and competitive market, where guests' needs are altering quickly, and hotels must be effectively adaptable, these systems have grown in importance for hotels. Hotels can effectively manage their operations with the help of various capabilities provided by PMS systems (Ahmad & Scott, 2019, p. 549). The booking system, which facilitates room booking, is the primary piece of software in a PMS. The system stores all reservation-related data, including contact and payment information for the visitors. It allows them to get vital data and complete the reservation swiftly.
Additionally, hotels can use the PMS to reduce or do away with unnecessary duties like manually entering visitor information. Notwithstanding, it enables hotels to set up multiple automated information or report types. Reports on the number of stays, number of reservations for specific dates, or other unique requests may be included in this. In order to provide the best potential customer experience, hotels might retain guest information in PMS systems, including preferences and historical visits. The statistics that the PMS provides, which help hotels better understand their clientele and market trends, are another crucial element of the system (Nam et al., 2021, p. 554). Hotels can assess the effectiveness of marketing efforts, analyze demand, and obtain insight into the client experience thanks to PMS analytics. The system makes it possible for hotels to run efficiently and to make decisions that will enhance both their profitability and visitor experience. Hotels can manage their financial affairs and provide insight into the financial performance of their activities with the aid of PMS systems (Patterson, 2017). Evaluating the company's financial performance involves measuring sales, expenditures, and spending.
Furthermore, many PMS systems provide tools like forecasting and budgeting to help hotels manage their finances more effectively. Streamlining and improving operations is another benefit of PMS systems for hotels. It includes automation, lessening the manual input required for certain operations. Additionally, PMS systems are linked to other technologies, like point-of-sale (POS) systems, enabling hotels to collect comprehensive data for marketing and operational initiatives.


	
Element 2 – Hotel reputation


	Reputation is a crucial factor when talking about the hotel business. In order to compete in the hospitality sector, hotels must not only offer first-rate customer service but also establish and uphold a stellar reputation. Reputation is how clients, the public, and even rival hotels see the brand and standards of the business. No of the size or target market, every hotel must consider reputation management when functioning to continue to be successful. Several ways to build a reputation include word-of-mouth, newspaper coverage, rating systems, client feedback, and technological means (Patterson, 2017). The consumer can assess the service they received while a guest and will be asked to provide comments via an automated message. 
The hotel's reputation can be maintained by receiving favorable comments and reviews (Solomon, 2018). Customers can also visit the hotel's website to read additional reviews and view ratings from websites like Expedia and Trip Advisor. Customers will be able to read about previous visitors' experiences, which will once more assist the hotel in preserving its image (Nam et al.,2021, p. 558). The hotel industry can improve its reputation by utilizing cutting-edge strategies like the intelligent use of social media. Hotels can establish a direct relationship with their visitors through social media sites like Twitter, Instagram, and Facebook to host competitions, surveys, and other forms of client engagement. Positive evaluations and ratings draw visitors and inspire hotel staff to deliver excellent customer service. With worker motivation and training, obtaining client happiness is easier. Hotel personnel must undergo proper training to guarantee that every guest receives the best possible service. Providing excellent customer service fosters a bond of trust and loyalty between guests and the hotel (Afaq et al., 2023, p. 998). It makes sure they are comfortable returning and recommending the hotel to others. Also, by being adaptable and accommodating, hotels can build great relationships with their patrons (Fallon & Rutherford, 2010).


	
Element 3 - Communication 


	Excellent hotel management depends on excellent communication. Effective communication with clients, employees, and other stakeholders is essential for business success in any sector, and the hospitality sector is no exception (Fallon & Rutherford, 2010). In order to give excellent services and increase customer satisfaction, good communication ensures that expectations, aims, and objectives are appropriately stated and understood (Adiguzel, 2019, p. 133). Any hotel organization needs to effectively communicate with external as well as internal stakeholders. Consistent communication between staff and management is crucial for reaching internal stakeholders. It entails transparency when discussing expectations, performance evaluations, assignments, and goals. Employee morale and engagement can be maintained at work by offering regular feedback and open communication lines, leading to better service delivery (Govender & Bussin, 2020, p. 5). 
Also, it is crucial to convey and reinforce an organization's mission and vision to its staff to ensure they are conscious of its goals. This move can boost employee engagement and bring the staff together to work toward a standard set of goals (Govender & Bussin, 2020, p. 10). External communication can take many forms, from in-person interactions to more contemporary platforms like social media. When advertising a company and its products, services, events, and hotel amenities, it is crucial to use external communication channels properly (Wood, 2013, p. 52). This strategy could promote the services for purchase or emphasize significant advantages like convenience and experiences that offer value. Additionally, communication should occur frequently and consistently to build and maintain good connections with clients and other stakeholders. Responses should include quick problem-solving, returning calls and emails, and using a platform to address client feedback and inquiries (Patterson, 2017).

	
Element 4 - Staffing 


	One of the most crucial factors for a profitable and effective hotel establishment is staffing in the industry, mainly because providing excellent customer service and guaranteeing a hotel's seamless and efficient operation depends heavily on the personnel. It is critical for the effective and competitive functioning of any hospitality business. Hotel managers must ensure that they best equip their operations through a complicated process that includes personnel recruiting, hiring, educating, and performance management (Adiguzel, 2019, p. 135). The right individuals with the right talents in the right location and time are everything regarding staffing (Wood, 2013, p. 64). As a result, a few essential factors must be considered to guarantee a successful employee selection procedure. First, the size of the workforce needs to be evaluated. The amount of staff required will depend on the hotel's scope and the visitors' frequency. It is crucial because a lack of workers can result in a breakdown in the provision of services and a surplus of work, which lowers productivity (Morosan & Bowen, 2022). Choosing the best candidates using the proper selection criteria is crucial to guarantee that the right people are recruited. They could include applicable experience, interpersonal and technical skills, problem-solving abilities, and cultural fit (Anning-Dorson & Nyamekye, 2020).
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