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Front desk is the registration and reception desk in an organization. Hotel Front Desk is a nerve centre for a hotel which is responsible for greeting guests an efficient and courteous manner. An agent checks guests in and check out of their rooms, distribute room keys, answering the questions and processing payments on behalf of hotel (Explified, 2021). The front desk is often the first and last impression the guest will have of any property (Magnify School, 2021). So, the front office department is extremely important to reflect the organization skills of the company (Little Hotelier, 2021). There are manager, assistant manager, supervisor and associates all working together by Rota basis. 
Where a front desk manager ensure all the front desk activities by maintaining guest service and front desk goals, supporting team and monitoring their appearance by training and teamwork, doing exceptional services, managing projects and support Human resources activities. And they also run the shifts by rota basis, participate all meetings, provide information to supervisors, co-workers and subordinates, analyzing information's and find best solution for companies betterment as well as guest satisfaction (Hilton, 2023).
An assistant front office manager needs to administer the function of the office and supervise the staff in daily basis. They ensure all check in and checkout process is professionally done to make guests and staffs satisfaction as higher as possible. They work direct with the front office manager (Marriott careers, 2023).
  According to Indeed (2020), there are 14 front desk skills to improve on to enhance the employability is given below:
1. Interpersonal communication: It's important to be sure that the employer knows about your skills at running as a team and getting alongside with a range of people.
2. Written communication: Emailing to guest about the information to local attractions, which are agent duties that necessitate the capability to efficiently communicate in written or verbal form.
3. Active listening: Listening skills are very important for any employee for company's betterment.
4. Foreign language: Other languages values candidates resume for employers.
5. Attention to detail: Multitasking can lead to piles of paper which can lead to bounty of mistakes. So, attention to detail is very important for front desk.
6. Scheduling: Schedule as a skill in a resume shows candidates organizational skills to managing important tasks. 
7. Stress management: Candidates who can work on under pressure. If they
  Do so without losing their cool, these people are recruiting by employers.
 8. Problem-solving: Hiring front desk professionals by employees who can think on their feet and work out as it occur.
9. Customer service: Customer service is very important for front desk employees as said that first impression is the last impressions.
10. Flexibility: As hotels are 24/7 businesses. So, guests come and go at any time and an agent has to be at the front desk to assist them.
11. Physical stamina: Physical stamina is very important as you’ll have to be on your feet to assisting the guests.
12. Computer literacy: Experiencing use of hotel property management software is going to secure the availability of jobs.
13. Phone etiquette: An agent spends most of their time to talk with customers. So, phone etiquette is very important skill.
14. Teamwork: Front desk employees working together and they help each other job to make successful business as well as carry out daily tasks.
Magnify school(2021) stated that anybody wanted to become a front desk clerk need to have these signs-Understanding how the guest is feeling by showing empathy and care to the customer. For guest satisfaction, guest service agent willing to go above and beyond by their services. A receptionist needs to anticipate the customers need. Dealing best possible way to guest in the busy time. Unusual and unexpected demand for guest to make an innovative solution for guest's satisfaction. 
As the front desk is the heart of a hotel, it develops and maintains guest history and records by doing guest registration, reservation and guest service throughout a comprehensive database. Also attending phone calls, making inquiries of guests. This department is very important as it earned two - thirds of revenue from guest room sales (HIHTTeam, 2020).
I experienced to work as a front office associate where I work directly with front desk colleagues in my placement. I learnt how to check in and checkout, taking the payments, also experienced how to treacle guest dissatisfactions and complaints. Sometimes its bit quit and sometimes it's very busy. In my opinion, it is the place where a hotel operate or controlled ,it can be housekeeping or guest reservations/departures,  guest complain, guest needs or guest bookings etc.
A well-run front desk that ensures good communication between the company and its visitors which is beneficial for company's revenue. Minimizing human error, monitoring online review websites, using apps for comprehensive operations by getting specialized hotel front office software, choose right people in right place; most importantly know your guest.
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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?


	
Ensure everyone has wearing their name badge. Listen guest complaints patiently.

	Check the scant machine work properly, sanitize high touch point and check the lights.
	For good ambiences. Positive reviews.
	Make a checklist for associates

	
Generate pre-arrival report.

	Working standby for guest arrival and departure.
	It will easy to check in for guests.
	Make a checklist for supervisors as well.

	Create credit limit report.


	Ensure invoices are filled properly.
	Easy to submit the accounts.
	Create an elite appreciation sheet for next day.

	
Check guest special request list

	Checking elite appreciation sheet.
	Can work smoothly. Available amenities.
	Always checking guest email and put alerts for any reservations.

	Make sure checking all mobile check out. Etc.

	Ensure mobile check in envelops are ready.
	Guest doesn't need to wait for long if it's ready to go.
	Update any issues during hand over or via phone and make a note for it.




· By ensuring everyone is wearing their name badge and listen guest complaints patiently , making sure mobile check out is done, if there is any special requirements of guest must fulfilled, generate pre- arrival report and also create credit limit report etc are represented well to guests in the hotel .
· Checking the scant machine work properly, sanitize high touch point and check the lights, checking elite appreciation sheet, ensure  invoices are filled properly, ensure mobile check in envelops are ready, working standby for guest arrival and departure etc are the operations to run smoothly throughout the shifts.
· By creating good ambience, guest can easily attracted. Checking guest checklist make easy to check in the guest also fulfils the guest special requirements and gets the amenities on time. Also if the credit report is ready than it will be easy to submit.
· Making checklist for associates and supervisors to run work smoothly as they never missing out anything, always checking guest email and put alerts for any reservations, also need to put a note for any issues during handover or via phone etc plan can ensue quick resolution in the future.
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 system is called PMS. It is a software which is used to fast mobile check in, billing, housekeeping, reservation etc for smoothly work throughout to boost sales, improve employees satisfaction and wining customers loyalty. It helps managers to perform successful operations in hotel industry. 
Every hotel chooses PMS by their sizes. For example- Marriott uses OPERA which check in by mobile keys, and some hotel uses their own PMS systems as Hilton use ONQ (Booking Ninjas, 2019). There are lots of benefits of using PMS in the hotel. It's increased staff efficiency, save some time for increased productivity as all data is in one place which increasing customer experience by doing flexible price and convenient customer data management which give them high level of data security which improved revenue or inventory managements (ONIX, 2021).PMS also have some limitations such as- you will be depended on one vendor which is not always best idea. Each property has different characteristic, needs, preferences and budgets. In 2023, there are best PMS such as- Operto, Mews, Cloudbeds, Ezze absolute, Stay n touch, Web Rezpro, Little Hotelier, Inn road, Hotel connect, Hotelogix etc (Hotel Tech Report,2023). PMS and CRM (Customer relationship management) integration helps hotel to serve a great customer service experience and make a good relationship with guest and hotelier.
Nearly all hotel departments use the PMS, also used in manufacturing industries, local government and manufacturing.PMS integrate everything from payment processing to housekeeping, bookings, guest preference it synchronize the departments and processing with one another, to ensure the  coordination across the hotel..






	
Element 2 – Hotel reputation


	
Hotel reputation management is all about monitored and influenced that how hotel is apparent through the web.  Barely any other industry is as affected by the impact of reputation management as the hotel industry. 
Customer alliance (2022) stated that, 93% of people found that review is more important to choose for stay in any hotel. Nowadays in hospitality industry, online reputation directly affects the sales volume. Efficient hotel reputation management helps to secure competitive advantages. Otherwise, poor reputation management leads to loses for a company. Therefore, hotel reputation management is essential for the overall development of the business. If it done accurately, it can increase brand value, boost repeated guests, and give a further to hotel revenue. 
Understanding the importance of online reputation management, Setting up some strategies and objectives, teams approach, preparations, optimizing the online presence, Fixing the monitoring tools, analyzing the feedbacks, Taking any actions, recognizing and reward, response the reviews (Craig, 2015). Better reputation management can have huge benefits for revenue. For improving online reputation, ask guest to give review. Positive review escalating trust in the hotel therefore increasing hotel bookings and negative reviews having a disadvantageous impact on trust and hotel bookings. For positive review, you can say thank you. And for negative reviews, you have to respond on time, try to understand your guests, be calm and professional, apologies if necessary, and offer them something which shows you are genuine (Reviewtracker, 2022). 
Reputation management is very important for business. So, regularly monitor reputation in online by using plenty of tools and strategies that can implement to ensure of protecting your brand.





	
Element 3 - Communication 


	
According to Oxford dictionary (2019) 'communication is the transmission or exchange of information, knowledge, or ideas, by means of speech, writing, mechanical or electronic media'. So, it's a way to express your thoughts or feelings to someone through writing, speaking or gesturing. 
Communication is very important as people use it every day in nearly every environment such as hotel industry when making relationships, sharing ideas, delegate responsibilities, managing a team and much more. 
There are numerous ways to distribute information with one another. For instance, you might use vocal communication during a meeting when sharing a presentation with a group or expressing ideas. For non- verbal communication people communicate with facial expressions, body language and gesture to express them. Also you can use written communication when applying for a job or sending an email. The last but not least communication is visual communication with 7 aspects. They are colour, figure, balance, shape, texture, tones and hierarchy (Marketing91, 2022). If you can convey your feelings in a better way, then obviously, you will grab other people’s attention by approaching some ideas to clarifying any problems, be informative with ideas and come to a conclusion.
If the communication is not clear enough or failure to communicate effectively, it will cause miscommunication to others. You can avoid it by understanding body language, taking time for understanding, be aware of your personal perception filter, be a good listener and engage verbal and non -verbal communications (Ted-Ed, 2016). 
Communication enhances guest positive experience by valuing their feedback and effective listening enforces better and meaningful communication for guest's future visit in a hotel. So, be patient and respectful towards guest being clear and concise the communication.







	
Element 4 - Staffing 


	Staffing is hiring people for particular position by matching the requirements of their skills. Staffs are taking care of guests and providing them satisfying experiences... They perform the basic function to ensure the business runs smoothly. So, it is very important elements in a hotel industry.
The hotel industry has long run to fill the shortage of staff. Every hotel requires staff on all areas as example- administration, maintenance, housekeeping or front desk. It becomes a major challenge for a hotel industry. Some studies show that Britain is understaffed since 2006. On top of that Brexit and Covid were working on it as like icing on a cake. Currently in the hospitality industry has 200.000 vacancies (Infraspeak Team, 2023). The wages are very low which average including tips of $515 a week are. In 2021, a record number of people quit their jobs.
 According to Murphy (2019), "antisocial working hours, lack of career prospects and low pay and benefits are the three major causes for public to resign their jobs in hospitality industry". Here are few ways to motivate and retain your staff in hotel industry. For example: -be a role model so that they can act like you, allowing them to give you some feedback to express their feelings, giving them training to learn new things, deserving staff needs to get promotion, Also need to trust your employee which will increase their self esteem, you have to understand and act humane with your staff to show some empathy (Trépanier, 2019).
Staffing is a constant process of selecting, estimating, and finding and develops work relationships with the present or future staff. Staff satisfaction is profitable for a hotel.
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