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I have gathered knowledge and insights of the roles and responsibility of the front desk of a hotel from this module. This knowledge would be useful to me while working in a hotel business. The industry is one of the sections of the service industry which mainly serves and deals with the provision of guest accommodation and related services (Ruel and Njoku, 2021). The industry not only covers hotel rooms but also covers restaurants, cafés, bars, night-life and other travel and tourism services. The hotel industry performs many operations including front office, reservation and marketing, housekeeping, maintenance, food & beverage, Hotel PMS, Hotel POS, invoice and payment (Nieves and Segarra-Ciprés, 2015). Hotel front desk is one of the many departments of a hotel that is responsible for interacting with the guests when they arrive and depart from the hotel. A front desk agent is the person who greets the guests and registers guests, verifies reservations and distributes room keys. He is also responsible for performing administrative and office tasks including handling transactions and managing bookings. 
The success of hotel business depends on customer services and the front office department is significant in providing the ideal guest experience. It creates the first as well as the last impressions in the guests’ minds. A friendly and warm welcome from the front desk staff can make a great difference in customer service (Ustrov, Valverde and Ryan, 2016). An efficient front desk employee creates customer relationships by giving the guests a warm greeting when they enter the hotel and a sincere ‘Thank you’ when they depart from the hotel. By this they create a positive impression for the guest which will increase the brand value of the hotel. The department also deals with issues and problems faced by the guests. Guests usually go and complain to the front desk office if they face any issues or problems. It is the responsibility of the department to make efficient and quick responses to the issues (Jaiboon and Kexin, 2022). Thus, it is a major player in customer satisfaction in a hotel business. It is arguably the most crucial part of the guest experience in the hotel industry. A successful hotel must ensure that the guests are satisfied with the services as well as the behaviours. Majority of customer satisfaction is determined during the processes of the front office (Kennedy, 2019). The front desk department is a key operational and revenue generating department in hotel business. It also manages and handles crucial data like guest information, their checking statuses, and room statuses. 
From this module I have learnt aspects, roles and responsibilities of the front desk office. Several front office agents are receptionists, reservation agents, doormen, and guest experience officers (Astuti, Ginaya and Sadguna, 2018). The doormen greet the guests and help coordinate transports. The receptionists answer calls and check guests in and out. They also show directions to guests to the right department. If any guest faces issues, they can directly call or meet the receptionists. However, the employees of the department require some skills and competencies to run the operations in the front desk office. Some of the key skills are stated in below:
Communication Skill: Front desk employees must have strong communication skills as they have to communicate with the guests in person and over the phone. They must maintain a positive tone while speaking to customers to create a welcoming environment.  
Technical Skills: Front desk employees are required to record and handle data of guests and room statuses (Zsarnoczky, 2018). For this they need knowledge and skill of using certain computer software packages and other processing systems. 
Multitasking Skills: Receptionists have to perform multi-task in their position as they have to answer calls, direct guests, and check guests’ in and out and also report to administration (Shin, Perdue and Kang, 2019). 
Problem Solving: Employees of the front desk must have strong problem solving skills as guests may report to them if they face any issue (Belias, Mantas and Tsiotas, 2019). 
I have gathered knowledge about the roles and responsibilities of the front desk office in the hotel industry. As I want to pursue my career in the hotel industry, this knowledge could be beneficial to me. From this module I learnt about the skills required to work in the industry. I will develop my skills to become competent for the job roles in the front desk office in the hospitality industry. I will improve my communication skills in both verbal and non-verbal form. I will actively listen to others during conversation. I will also show empathy while communicating which will help me to develop a strong relationship with the communicators. Thus, the learning module will be applied in my practical life.  



		Word Count
	788



	
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?


	
Providing Personalised Experience: I will leverage CRM and CRS to understand the behaviours of the guests and their preferences. Thus, I will provide personalised services to bring maximum satisfaction.

	Prioritising Tasks: As a front desk associate, I will have to perform several tasks from check-in, check-out to reporting. I will be attentive while performing  particular task at a time and will prioritise my roles and tasks.
	Hotel businesses are dependable on customer satisfaction as their main business is to provide customer services. Customers prefer more personalised services. As a result, providing personalised service can increase customer satisfaction.
	Backing Up Data: The data gathered by the front desk department needs to be backed up in reliable sources. I will protect data by saving it to other PCs in the office. Data will be transferred on a daily basis to protect them from being vulnerable. 

	
Post Booking Guest Communication: As soon as the guests made their booking online, I will try to establish a connection with them through a follow-up email. It will also help to gather valuable information from them.

	Implementing PMS: I will implement an intuitive property management system to automate administrative tasks. It will help to speed up the tasks and performance which will ensure effectiveness in customer service.
	Communication is the most effective way to build relationships. Post booking guest communication will enable me to build strong connections with the guests. As I have to conduct multi-task in my role, PMS will enable me to organise, schedule and perform day-to-day tasks.
	Distributing Emergency Back-up Reports: I will save and print emergency batch reports and in the case of emergency, I will distribute the reports to the related departments.

	
Implementing In-room Technology:
Technologies in rooms in the hotels are truly cutting edge in today’s era. I will ensure that the rooms are equipped with basic technological tools 


	Asking for Feedback: I will ask feedback from the guests at the hotel to find out if they face any issues. It will help to find the areas for development in the hotel.
	Technological implementation is essential to improve customer experience. Large hotel companies are implementing technologies to provide cutting edge customer experience. Again soliciting feedback from the customers can be useful to implement new strategies according to guests’ demands. 
	Reporting to Seniors: In case of emergency, I will immediately report to my superiors. I will take supervision from the managers to ensure quick resolution to the issues. 

	Communicating Effectively: As a front desk associate, I will have to communicate with the


	Implementing Changes: After obtaining solicit feedback from the customers and other
	Showing empathy towards the customers as well as the colleagues is significant for
	Creating Priorities: In case of emergency, I will develop my schedule considering the

	
guests of the hotel and also the superiors. I will use a positive tone and show empathy while communicating with the guests. If any issues arise, I will communicate with my superiors.
Being Proactive: As a front desk associate, I will try to remain proactive rather than reactive. I will ask the guests if they are having any issues with the services rather than waiting for their complaint. 


	colleagues, I will try to implement changes to make a positive response to their issues.




Utilising Technology: With the support of my superior, I will try to implement technology in the front desk department to bring efficiency in performance. 

	improving relationships. It will also help in resolving conflicts and other issues at the front desk office. It is important to implement quick responses to the issues that hinder customer experience. 


 
Being proactive is more effective than being reactive in customer service. It will help to reduce customer complaints and thus improve guest satisfaction. Technological implementation can significantly improve the efficiency in the front desk operations.
	









Creating a Coverage Plan: I, along with my superiors, will create a coverage plan for a crucial period. For this scenario, a superior personnel will take the responsibility of the front desk manager if he gets sick. 



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)


	
I have gathered knowledge and insights of the roles and responsibility of the front desk of a hotel from this module. This knowledge would be useful to me while working in a hotel business. The industry is one of the sections of the service industry which mainly serves and deals with the provision of guest accommodation and related services (Ruel and Njoku, 2021). The industry not only covers hotel rooms but also covers restaurants, cafés, bars, night-life and other travel and tourism services. The hotel industry performs many operations including front office, reservation and marketing, housekeeping, maintenance, food & beverage, Hotel PMS, Hotel POS, invoice and payment (Nieves and Segarra-Ciprés, 2015). Hotel front desk is one of the many departments of a hotel that is responsible for interacting with the guests when they arrive and depart from the hotel. A front desk agent is the person who greets the guests and registers guests, verifies reservations and distributes room keys. He is also responsible for performing administrative and office tasks including handling transactions and managing bookings. 
The success of hotel business depends on customer services and the front office department is significant in providing the ideal guest experience. It creates the first as well as the last impressions in the guests’ minds. A friendly and warm welcome from the front desk staff can make a great difference in customer service (Ustrov, Valverde and Ryan, 2016). An efficient front desk employee creates customer relationships by giving the guests a warm greeting when they enter the hotel and a sincere ‘Thank you’ when they depart from the hotel. By this they create a positive impression for the guest which will increase the brand value of the hotel. The department also deals with issues and problems faced by the guests. Guests usually go and complain to the front desk office if they face any issues or problems. It is the responsibility of the department to make efficient and quick responses to the issues (Jaiboon and Kexin, 2022). Thus, it is a major player in customer satisfaction in a hotel business. It is arguably the most crucial part of the guest experience in the hotel industry. A successful hotel must ensure that the guests are satisfied with the services as well as the behaviours. Majority of customer satisfaction is determined during the processes of the front office (Kennedy, 2019). The front desk department is a key operational and revenue generating department in hotel business. It also manages and handles crucial data like guest information, their checking statuses, and room statuses. 
From this module I have learnt aspects, roles and responsibilities of the front desk office. Several front office agents are receptionists, reservation agents, doormen, and guest experience officers (Astuti, Ginaya and Sadguna, 2018). The doormen greet the guests and help coordinate transports. The receptionists answer calls and check guests in and out. They also show directions to guests to the right department. If any guest faces issues, they can directly call or meet the receptionists. However, the employees of the department require some skills and competencies to run the operations in the front desk office. Some of the key skills are stated in below:
Communication Skill: Front desk employees must have strong communication skills as they have to communicate with the guests in person and over the phone. They must maintain a positive tone while speaking to customers to create a welcoming environment.  
Technical Skills: Front desk employees are required to record and handle data of guests and room statuses (Zsarnoczky, 2018). For this they need knowledge and skill of using certain computer software packages and other processing systems. 
Multitasking Skills: Receptionists have to perform multi-task in their position as they have to answer calls, direct guests, and check guests’ in and out and also report to administration (Shin, Perdue and Kang, 2019). 
Problem Solving: Employees of the front desk must have strong problem solving skills as guests may report to them if they face any issue (Belias, Mantas and Tsiotas, 2019). 
[bookmark: _heading=h.gjdgxs]I have gathered knowledge about the roles and responsibilities of the front desk office in the hotel industry. As I want to pursue my career in the hotel industry, this knowledge could be beneficial to me. From this module I learnt about the skills required to work in the industry. I will develop my skills to become competent for the job roles in the front desk office in the hospitality industry. I will improve my communication skills in both verbal and non-verbal form. I will actively listen to others during conversation. I will also show empathy while communicating which will help me to develop a strong relationship with the communicators. Thus, the learning module will be applied in my practical life.  







	
Element 2 – Hotel reputation


	
Hotel reputation is the perception and view of a hotel’s image by the guests. A hotel business must consider the reputation of its brands as it directly affects sales volume and profitability (Foroudi, 2019). A positive hotel reputation indicates the hotel holds a positive image among the satisfied guests who leave positive reviews or recommend the hotel by their word of mouth. On the other hand, a negative hotel reputation indicates the guests are not satisfied with the services offered by the hotel. It is important to manage hotel reputation to secure a competitive advantage in the market. If done properly, managing hotel reputation can improve brand value, enhance repeated guests and increase occupancy levels (Çizel, 2015). While managing a hotel’s reputation, several key elements including location, marketing efforts, services, personnel, gastronomy and others. Location is an important element of the reputation of a hotel. It is of great significance with reference to hotels that offer it to the needs of tourists or guests. The most important factor to consider is the quality of service to maintain a positive brand reputation for a hotel business. It is all about exceeding the expectations and desires of the guests that make them feel that they are getting value for the money (Kim and Kim, 2017). Also guest serve managers and agents are crucial for hotel reputation as they deal with the guests. The agents and managers must possess a positive and sound personality to deliver outstanding guest services. If these elements are managed and coordinated properly, a hotel can uphold a positive reputation among the customers. 


	
Element 3 - Communication 


	
Communication is significant for the hotel industry as it provides a great guest experience. It portrays that the personnel and agents listen actively to the guests and provide proper directions to them (Islam and Kirillova, 2021). It also helps them to resolve the issues and problems faced by the guests by hearing their messages and valuing their feedback. Communication can happen among the personnel and between the employees and the guests. Communication between the managers and hotel staff is interpersonal communication. Managers need to clearly and concisely communicate with staff, guests and other stakeholders to remain successful in the market. A personnel with effective communication skills can share the visions and expectations to the team which make the team more productive (Bengsch, 2016). In such communication, active listening is crucial to build strong relationships with the staff and resolve workplace conflict. Another important element in communication with guests is proactive feedback. Hotel receptionists mainly communicate with the guests. They are required to remain proactive while communicating with the guests. For instance, they can simply wish or say hello to receive the guests. It will help to create a positive impression among the guests (Zaman, Dauxert and Michael, 2020). They are also required to actively listen to the issues of the guests and make quick responses to provide better guest experience. If the guests are satisfied with the behaviour of the front desk agents, they are expected to possess a positive perception about the hotel. 


	
Element 4 - Staffing 


	
	Staffing in the hotel industry means hiring and recruiting staff and personnel in such a manner that their skill matches the job recruitments for the job roles (Harris and Small, 2013). Staffing is significant for a hotel business especially for the front office as it requires staff and personnel who first meet and engage with the guests. Front office personnel handle all the transactions between the hotel and the guests. In staffing it is important to recruit the skilled front desk agents for the job roles to lead to maximum productivity and improved performance (Bappy, 2019). While staffing the HR managers must consider the job roles and responsibilities. For instance, for the front desk role, a personnel must have a positive attitude and good communication skills as he will directly deal with the guests. He also should be able to perform multi tasks in the job role. Staffing has become crucial since the pandemic affected the hospitality industry (Lagiewski and Perotti, 2023). It resulted in increased employee turnover in the hotel industry. Since then, staffing has become an important consideration for hotel businesses. Staff shortage is adversely affecting the hotel businesses and their guests which create importance of staffing efficient staff and personnel for the job roles across the hotel industry. 
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