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	Introduction:
A job at a hotel's front desk can be both stimulating and financially rewarding. It's a rare chance to meet people from all over the globe. It is an excellent method of becoming acquainted with people from various backgrounds. Front desk employees are the first guests will interact with, so they should be polite, prompt, and well-informed. Personnel in this department are in charge of greeting visitors, processing their check-in and check-out, taking care of their reservations, and informing them about the hotel's facilities and services. They have to be able to keep their cool under pressure and manage multiple tasks at once. Staff at the front desk are there to hear out guests and solve any issues they may have so that everyone has a good time. The opportunity to make a positive impression on guests is what makes working at a hotel's front desk such a rewarding and challenging career path.
Component One:
The people who work at the front desk are the hotel's public face and are frequently the first people that guests speak with when they check-in. They are accountable for a wide range of responsibilities, including the check-in and check-out processes, as well as the management of room reservations and the provision of general information regarding the hotel. Many different essential skills must be possessed in order to be in this role.
1. Communication: Communication is the first and most important step in providing first-rate service to customers. The staff at the front desk needs to be able to communicate clearly with guests so that they can provide answers to their questions, point them in the right direction, and offer other useful information (Caron, 2017). They need to be able to listen to and comprehend the requirements of their guests, in addition to having the capacity to explain policies and procedures in a manner that is both clear and succinct.
2. Problem-Solving: Ability to Solve Problems The employees who work at the front desk are frequently put in difficult situations and need to be able to think quickly on their feet in order to solve any problems that may occur. They need to be able to analyse the circumstance, work quickly and effectively, and come up with the most suitable course of action for the customer (Bourgeois, 2015).

3. Pay Attention to Details: The employees who work at the front desk need to be able to process information quickly and accurately. They also need to pay attention to details. They are accountable for entering data into the hotel's computer system in an accurate manner while also ensuring that all customer information is kept in strict confidence (McRae, 2012).
4. Multitasking: Employees working the front desk need to be able to handle a number of responsibilities at once, as frequent customers are waiting for assistance. They have to be able to organize their tasks in a way that makes the most efficient use of their time in order to provide the highest possible level of service to all of the customers (Anderson, 2018).
5. Interpersonal Skills: Employees working the front desk need to be able to interact with a wide variety of customers and should have strong interpersonal skills (Beddow, 2015). They need to have the ability to collaborate effectively with other members of the staff and always present a persona that is professional and courteous to customers.
6. Competence with Computers: In today's high-tech world, front desk staff members need to be able to work effectively with computers in order to do their jobs. They need to be able to check guests in and out, process payments and manage reservations using the hotel's computer system.
7. A Comprehensive Understanding of Hotel Services and Amenities: Front desk staff members are expected to have an in-depth understanding of the services and amenities provided by their hotel in order to provide appropriate responses to questions posed by guests and make appropriate suggestions (Sterling & Turner, 2016).
8. Stress Management: The staff at the front desk needs to be able to keep their cool and remain composed even in high-pressure situations, such as when they are dealing with guests who are difficult. They need to be able to keep their cool and act professionally in any situation in order to successfully solve any problems that may crop up (Kornblum, 2018).
9. Adaptability: The staff at the front desk must be adaptable in order to meet the requirements of the guests staying at the hotel. They might be required to work a variety of shifts and put in long hours, particularly during the busiest times of the day.
10. Leadership: Employees working the front desk need to be able to lead by example, establish a professional tone for the rest of their team, motivate other employees, and provide direction when it's required (Smith, 2012).
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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 a quick resolution of this scenario in the future?

	Greet all customers in a friendly and professional manner, introducing myself and offering assistance.
	The receipts for the day need to be balanced, and the account ledger has to be updated.
	My plan is effective because it addresses all aspects of guest service, from check-in to check-out, ensuring that the hotel is represented well to guests and that operations run smoothly throughout the shift.

	Develop a standard operating procedure for the front desk that outlines the responsibilities of the front desk associate and how the hotel will be represented to guests and operations run smoothly.

	Ensure that all guests have been checked in and out of the hotel in an efficient and timely manner.

	Ensure that the space in front of the front desk is always neat, clean, and organized.
	It also ensures that all guests are adequately informed of the hotel’s policies and procedures, that all check-in documents and payment forms are completed accurately and securely, and that any complaints or issues are addressed promptly.
	Ensure that each person has received training on the standard operating procedure and that they continue to get periodic refresher training.

	Take payments, answer phone calls, and answer any guest inquiries.


	Respond to the issues and questions raised by guests in a timely manner.
	In addition, my plan takes into account the processes for safety and security, as well as the ways for maintaining the area around the front desk space beautiful, clean, and well-organized.
	Create an emergency contact list that includes the front office manager, other senior staff members, as well as external contacts such as local vendors or suppliers.

	Monitor the lobby to ensure that all guests are comfortable and have everything they need.


	Keep an eye on the lobby and make sure that everyone who enters may find what they are looking for there.
	In addition, in order to ensure that all of the tasks are finished in a timely manner, I will prioritize them, delegate them if necessary, maintain organization, and communicate effectively.
	Be sure to have a backup plan in place for situations where the front desk associate is unable to work, such as another employee or an external contractor.

	Take note of any complaints and ensure that they are addressed in a timely manner.



	Follow all safety and security procedures.

	My plan is the most effective because it not only takes into account the short-term requirements of the front desk but also lays the groundwork for sustained achievement in the long run. I have superior customer service, as well as earn my client’s trust and loyalty if I first make it a point to ensure that all incoming calls are addressed in a prompt and effective manner.
	Have a list of tasks that need to be completed in the event of an absence, such as checking in and out guests, answering phone calls, and responding to guest inquiries.

	Monitor the front desk area to ensure all guests are served promptly and courteously.
	Take preventative measures to address any possible issues expressed by guests.
	My plan is effective because it addresses all aspects of guest service.
	Develop a contingency plan for any potential guest issues, such as a protocol for how to handle complaints and a system for effectively resolving them.


	Ensure all check-in documents, guest information and payment forms are completed accurately and securely.

	Maintain a professional appearance and demeanour at all times.
	My plan is effective because it addresses security the most.
	Have a clear understanding of the hotel’s policies and procedures and ensure that all employees are aware of them.


	Ensure all guests are informed of the hotel’s policies and procedures.
	Make sure to check the manager’s instructions and any emails they may have sent regarding the day’s tasks and duties.
	My plan is effective because it addresses all aspects of guest service.
	Ensure that all guests are aware of the hotel’s policies and procedures, as well as any safety and security procedures.

	Behave and look like a professional at all times.
	Perform the necessary papers and handle the processing of payments.
	My plan is effective because its priorities professionalism 
	The establishment of a method of communication, such as an email list or chat group, in order to ensure that every member of the front desk staff is kept up to date on any updates or new developments.

	Follow all safety and security procedures.

	Control the stock of office supplies and place new orders for replacements as necessary.
	My plan is effective because it symbolises security the most.
	Ensure that all guests are safe and secure.



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, also known as PMS, are an essential part of how hotels run their businesses. A property management system, or PMS, is a type of software system that is utilized to assist in the management of the day-to-day operations of a hotel (Mahmoud & Elbattah, 2016). The system delivers a comprehensive and integrated solution for all aspects of hotel management, including reservations, front desk, cleaning, point-of-sale, property management, and other financial activities. The management of a hotel is able to better manage their operations, improve the productivity of their personnel, and boost the satisfaction of their guests by using a PMS that can be customised to the specific demands of the hotel.
The ability of a PMS to offer information in real-time and to make it simple for a hotel to monitor the activities of its guests is the most valuable quality that it possesses. It is possible to combine a property management system (PMS) with other computer programs, such as the hotel's booking engine, website, email marketing software, and customer relationship management (CRM) software. Because of this, the hotel is able to have a comprehensive perspective of its guests, which provides them with useful insights regarding the tastes and behaviour of their guests (Altunbas & Cetin, 2013).
In addition, hotels can automate many of their activities, such as the reservation and check-in processes, with the use of a property management system (PMS). Because of this, the demand for manual labour may decrease, and the employees will be able to concentrate more on giving superior service to the customers. In addition, a PMS can assist in the automation of guest loyalty programs and assist in the provision of tailored promotions to guests.


	
Element 2 – Hotel Reputation


	The hotel's reputation is also an important part of how it runs. It is a representation of how guests and the general public in general think of the hotel. The efficiency with which a hotel is handled, the quality of the customer care it provides, and the degree to which guests are pleased with their overall experience all contribute to the establishment's reputation.
It is possible to boost a hotel's reputation by delivering outstanding customer service and a memorable experience to its guests. This can be accomplished by making certain that the employees have had adequate training and are informed, that the rooms are clean and pleasant, and that the customers are treated with respect and given the attention they need. In addition, a hotel should make every effort to provide guests with an experience that will stick with them forever by providing one-of-a-kind features, an appealing ambience, and outstanding service (Poon, 2016).
In addition to this, hotels need to be sure to manage their visibility online. It is possible for a hotel's reputation to improve if it has a website, is active on social media, and maintains an active blog (Vogel, 2015). A hotel ought to also make it a point to respond to the input of guests and to address any complaints or problems in a timely and efficient manner.


	
Element 3 - Communication 


	Communication is one of the most important aspects that contribute to successful hotel operations. It is essential for a hotel to be able to communicate clearly and concisely with its personnel, customers, and any other relevant parties. To guarantee that everyone is operating from the same playbook, it is essential to establish channels of communication that are both clear and reliable (Ahmed, 2017).
It is necessary for there to be effective communication between the employees and the guests in order to provide a positive experience for the customers. This involves presenting information about the hotel and its services in a timely manner that is both factual and up-to-date, as well as rapidly responding to questions and requests posed by guests (Bumstead, 2016).
It is also essential that different departments and staff members communicate with one another. This makes for greater coordination and ensures that activities are finished in an effective manner and within the allotted time. Additionally, communication between the hotel and other stakeholders, such as suppliers and contractors, is vital for ensuring that all parties have a clear grasp of the expectations and needs that are being placed on them.


	
Element 4 - Staffing 


	The hotel's operations are significantly impacted by the staffing that is provided. It is essential for a hotel to have a sufficient number of employees in order to guarantee that the entire operation is carried out without a hitch. To guarantee that all of the demands of the guests are addressed, it is essential to have staff members that possess the appropriate skills and experience (Hu, 2016).
The staff should have adequate training in hospitality and provide good service to customers. They should be well-versed in the facilities, services, and amenities offered by the hotel, as well as the surrounding neighbourhood. In addition, they should have a cheerful demeanour and be engaging in conversation with guests to ensure that their stay is a positive one.
In addition to this, it is essential to have employees that possess the appropriate technical capabilities. Those with prior expertise in areas such as reservations, housekeeping, food and beverage service, and other technical responsibilities are included here. It is possible to ensure that the hotel is operating in an effective and efficient manner by hiring personnel that possesses the necessary skills and experience (Sigala & Chalkiti, 2014).
Finally, it is essential to have a team that is both highly motivated and actively involved in their work. This can be accomplished by supplying them with the appropriate incentives, such as bonuses and prizes, as well as by providing opportunities for training and growth. A motivated staff is one factor that can assist ensure that guests have a positive experience while staying at the hotel.

Conclusion
In conclusion, property management systems, reputation, communication, and employees are the most important aspects of hotel management. Property management systems streamline and automate many hotel administrative and operational tasks. The hotel's reputation depends on its services, amenities, and marketing. Communication is essential for planning, responding to requests, and resolving issues. Finally, the hotel must have enough staff to provide the best service. These traits can help a hotel provide the best service to guests and stay successful in the hospitality industry.
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