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	The hotel front desk refers to the reception area where people go to get information about hotel and hotel services. It is generally situated at the entrance of a hotel near an office building where a professional person is sat to provide information to newly arrived guests or customers. The guest who comes to the hotel for the very first time, he had to know about the hotel and hotel services to find he requires best services (Meyers, 2020). The front desk manager, a professional person, is responsible for managing guests and providing relevant information according to their needs. He plays a vital role to run the hotel to satisfy the customer or guests. The core duty of the front desk is welcoming the guest and greeting them cordially as well as providing information about the hotel environment, facilities and other necessities. The hotel front desk manager has to record the checking out and check-in of the guest with the proper date and time. He also allocates the room and provides room keys to the guest and records guest information in the hotel database. He also received reservations telephonically or online and verified the reservation according to the guest's information. He also collects payment from the guest against their reservation in the hotel and provides their required hotel services. He is also responsible for managing transportation services for their guest to attract through quality services (Sudan, 2015). The front desk manager is dealing with guests to arranging their business events or wedding program or cultural ceremony in the hotel with due care. The professional behaviour of the front desk manager attracts customers and engages them in hotel services. A hotel front desk manager has to deal with both customers and hotel staff to ensure a better hotel environment to attract customers as well as engage more customers in the hotel. A front desk manager has to be efficient thoroughly to handle the pressure of customers and hotel staff.  He has to handle all the guest accounts and their information to ensure confidentiality. A front desk manager has to be an expert in communication with the guest both verbally and nonverbally. He has to communicate with the guest precisely and efficiently to provide them with accurate and authentic information as well as provide their required services (Wright, 2016). He has to communicate with the hotel staff to pursue the work to satisfy the customers. A front desk manager required prioritizing skills that ensure the ability to make decisions according to significance. The manager should give priority to the vital services for the customers and deal with the relevant matters of customer services. He has to command his hotel staff to do the work according to their significance towards customer satisfaction. A hotel front desk manager has the ability of multitasking, as he can deal with multiple tasks at the same time. The manager has to convince the guest as well as handle his accounts, room details and payment procedure as well as has to pick up the phone to get a reservation. At the same time, he has to order his subordinate hotel staff to take care of the guest with due care. The hotel front desk manager has effective interpersonal skills to interact with others in the hotel. His behaviour and attitude should be attractive to the customer as well as to hotel staff to obtain the hotel's goal (Burnard, 2015). He has accountability, patience, and leadership skills to manage his diversified working role in the hotel. A hotel front desk manager has problem-solving and initiative abilities to handle the sudden inconsistency of hotel services. He has to make a quick decision to solve unexpected occurrences. He has to maintain and create a purposeful relationship in the hotel to ensure quality services to the customers.  front desk managers also required technical skills to advertise their hotel services and record customer information in a digital database. He has to be an expert in the technical field and have knowledge about advanced technology to manage hotel activities. They have to be efficient to use business tools for recording data and has to proper knowledge about digital payment systems as well as social media platforms to promote their hotel to engage more customers (Hutchinson, 2017). The above-mentioned key skills are crucial for a front desk manager in the hotel to obtain customer satisfaction as well as the objective of the hotel management. 
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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 a quick resolution of this scenario in the future?

	Guests are coming to the hotel to get accommodation and catering services when they are on travel or on a special occasion. A hotel is intended to provide quality service to its customers and maintain its service standards to get competitive benefits. A front desk manager has played a crucial role in representing a hotel to the customers. He is the person who communicates with the person first and provides information about the hotel and its services (Lockyer, 2018). He is responsible for maintaining the customer database and ordering hotel staff to provide the required service to the guest. In the absence of the manager, he is responsible for maintaining the operation of the hotel.
	A hotel is conducting its activity to meet the guest's needs and engage more customers in the competitive hotel services. Every hotel treats their guest with great acceptance and cordiality to obtain guest satisfaction that promotes their hotel indirectly. In the absence of the hotel manager, I have to take responsibility to operate the hotel activities to ensure optimum guest service to the guest (Lashley, 2019). I have to organize all the hotel elements to treat our guests specially and provide excellent services. To improve the ability of hotel staff, I have to make a cycle to keep training the hotel staff to provide excellent services to the guest.
	A hotel is intended to facilitate its guest with quality services with experienced and professional hotel employees. The hotel recruited the most eligible person to perform their duties. As I have been appointed there as front desk manager which is a crucial position for engaging potential customers. And I have to make a decision and control the activities in the absence of the managers. And that duty has to perform with great responsibility by making a rational decision using my interpersonal skills (Hanson, 2016). To operate the hotel smoothly hotel management follows a specific strategy to obtain optimum outcomes.
	An effective contingency plan will help the hotel management to continue their service in adverse situations such as bankruptcy, moving their headquarters and declining customer engagement. The planning compensates for the future loss of the hotel by taking innovative and effective initiatives to facilitate the hotel services. It will reduce the risk of unavoidable circumstances, deliberate destruction and other adverse occurrences (Miskho, 2015). At the time of covid-19 pandemic, the hotel industry was affected adversely but they rise through their innovative and unique strategy to overcome their losses. The contingency plan will help to overcome their losses.

	As a hotel front desk manager, I have to represent my hotel to the guest to engage them to get our hotel services. For this reason, I have to be professional to deal with them and offer our services with absolute information (Golden-Romero, 2019). And dealing with customer demand to fulfil them to obtain the goal of the hotel management.
	During my working shift, I have to accept all the new guests cordially and welcome them with a warm greeting. After that, I will manage their accommodation according to their demands and preference. And providing our catering menu and suggested them our especially services and meals to get a better experience (Hanson, 2016).
	In the absence of the hotel manager, I have to make sure to provide clear and precise direction to the subordinate to perform their duty appropriately (Roper, 2017). And I will prioritize all the duties to ensure guest satisfaction. I will eliminate all the distractions that make employees get interrupted to provide excellent service to the guest.
	In the future, if the manager has issues with absence then as a front desk manager I have to follow my previous experience with a consistent plan to handle the situation properly. Firstly, managing the guest with professional behaviour and attitude (Lashley, 2019). Then managing the employees to get their maximum quality performance.

	
In the absence of the hotel manager, I have to manage the hotel staff and pursue them to perform their duty properly to fulfil guest needs. Maintaining a good relationship with the subordinates and hotel staff helps to ensure a sound environment that represented the hotel impressively to the guest.
	Focusing on the daily task to provide guest services according to the hotel standards. The hotel staff is playing a vital role to create a positive impression on the guest with a sound hotel environment and amazing services (Cayhill, 2017). We are treating our every guest with due care like VIPs.
	My plan will execute successfully to manage inventory and flourish catering services as well as beverages. Ensuring a helpful environment in the hotel makes hotel staff task-oriented and accountable to perform their duty properly.
	Secondly, managing the good catering service by ensuring sufficient food items and beverage drinks available at the hotel. Make a sound work environment in the hotel that motivate employees as well as attract guest of the hotels.

	To represent the hotel perfectly to the guest, I have to manage overall activities including dealing with guests primarily and pursuing hotel staff to keep a sound environment as well as a good catering collection to attract the customers (Roper, 2017).


	To operate the hotel activities smoothly during my shift, I have to make efficient decisions according to the circumstance that brings optimum outcomes to facilitate our guests (P Sankar, 2020). We have to build an efficient communication system in the hotel to communicate quickly among the hotel staff.
	This plan will also ensure quick responsiveness of the employees to help customers with prompt services as well as courtesy and trust (Golden-Romero, 2019). This will also help to utilize hotel resources and space efficiently in the most optimum way. And make a dynamic controlling system in the hotel management to enhance the quality of the services.
	This consistency plan will execute properly in the absence of the manager handling the situation and continuing the hotel operation smoothly (Cayhill, 2017).



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)


	The hotel industry is intended to provide catering and accommodation services to people especially those who are travelling as well as guests. The hotel management is intended to ensure supreme services to their customers. They ensure a sound environment and quality management system that makes innovative decisions to satisfy customer needs. The hotel management also uses advanced technological systems in their hotel operation to facilitate their customer. Property Management Systems bring revolutionary changes in hotel operations and make the process quicker than before (Edwards, 2017). The PMS is used to communicate with the customers and provide them with information about hotel services. The PMS is consisting of five consecutive processes which are planning, developing, monitoring, rewarding and rating.  The PMS in hotel management helps to record daily tasks and customer information within a short period. By using PMS, hotel services such as hotel booking, recent offers, and hotel details are available online for facilitated customers. The advertisement also helps to promote the hotel's services and facilities (Gibian, 2015). The digital PMS facilitated the management to make adequate decisions to obtain management goals and satisfy customers' needs. The Property Management System brought three types of changes in the hotel in many groups such as behavioural, physical and emotional. By using digital technology, the efficiency of the hotel staff is increasing as well as their productivity. 

	
Element 2 – Hotel Reputation


	Hotel reputation refers to the state of getting a competitive advantage due to the hotel's image in the customer's mind. The perception of the hotel influences the customers and helps to engage more customers than competitors. Good feedback from the customer or guest helps to build a strong brand for the hotel. People learn about the hotel from the loyal customers of the hotel for their quality services (Deng, 2019). The hotel has to create and promote its brand to dominate the hotel industry. The hotel's reputation has a direct influence on the hotel's growth because people have to tend to follow the suggestions of other people. If people satisfy with the hotel environment, catering and services then they recommend their relatives or close people to experience the services.  The hotel management has a separate branch to manage the hotel's reputation in the market online or offline. To properly manage the reputation of the hotel, the management monitors the review of the guest and promote them to engage new customers. They make unique catering and accommodation services to facilitate the guest to satisfy their needs and get positive receives. They promote their brand to the people and advance their services to enhance the brand value of the hotel which attracts more guests (Aureli, 2015). Hotel reputation is a great tool to increase the revenue of the hotel using a strategic plan. 

	
Element 3 - Communication 


	The hotel industry is concerned about the quality of customer service that is provided by skilled and experienced hotel staff. The hotel is intended to appoint experienced and knowledgeable employees who are experts in hotel services. Communication in the hotel industry is the most crucial skill that plays a significant role in ensuring quality services (Carter, 2016). The employees in the hotels have to communicate with each other in the hotel to perform their duty. Hotel staff can interact properly and clearly with the guest, hotel staff and others professionals involved with the industry. The hotel management is responsible to create a work-friendly environment and effective communication systems among the hotel staff where they can communicate with each other quickly and efficiently. The front desk manager of the hotel should be an expert in communication to convince the customers. He has a responsibility to inform the other staff of the required service of the customers. To enhance the ability to obtain the goal of the hotel company should emphasize developing the communication skills of the employees. The hotel management should embrace advanced technology in their communication system. The hotel management uses a multi-dimensional approach to improve the internal communication system and train the hotel staff consistently to improve their skills (Wills, 2018). To get feedback from the employees and communicate with guests to know about their needs and work on them. The improvement of the communication system in the hotel drives the hotel operations to achieve a predetermined goal. 

	
Element 4 - Staffing 


	Staffing in the hotel industry refers to managing hotel employees by recruiting, training, promoting or firing. The staffing helps to use the human resources of the hotel to facilitate the guest with excellent services. The primary stage of staffing is recruiting employees as per need after that training the employees to perform better and provide quality service to meet guest demands (Teoh, 2014).  The human resource manager of the hotel is responsible for employee management that drives the hotel operations to be efficient. The management is engaging different employees for different services such as chef, hotel room cleaner, front desk manager, and waiter. The success of the hotel largely depends on the efficiency and knowledge of the employees as well as their experienced. Hotels which have skilled and experienced employees have competed in the hotel industry. The guests are seeking quality service and a sound environment to spend their leisure or temporary accommodations. The management has a responsibility to ensure reasonable working hours, standard pay and career advancement for the employees that inspired them to perform better. A hotel with experienced and skilled employees can create a brand reputation by promoting its service and experienced employee chain. The staff should be good at catering, housekeeping and other related services to facilitate the guest (Choy, 2016). The management can utilise their human resources by smart scheduling and sharing knowledge to ensure quality service. Staffing in hotel management is a crucial branch that facilitates management to reach their objectives.  
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