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	There are several responsibilities that one should perform as a hotel front desk manager. As a result, there are several skills that I have to convey required to work as a hotel’s front desk manager and perform all the responsibilities most effectively and efficiently. For instance, the key responsibility to work as a hotel desk manager is to perform all check-in and check-out activities (Avi, 2022). In that case, managing customers and meet with their expectations are highly needed to perform the key responsibilities of a hotel desk manager. Therefore, communication skill is essential to perform own basic role and responsibilities. Because communication skills enable individuals to convey their message effectively by understanding receivers’ perceptions and physiological behaviours (Worth, 2019). Besides, this skill also assists in increasing customer satisfaction because it allows managers to identify and meet customers’ requirements. Consequently, communication skill is essential to perform the role of check-in and check-out activities as a front desk manager. Apart from that, another important responsibility of a front desk manager is to inform customers to verify their personal information and about payment methods such as debit cards and credit cards (Pickworth, 2016). In that case, I have experienced that negotiation with customers is a critical process because it determines whether potential customers stay at the hotel or not.
In addition, many new customers are likely to feel insecure to share their personal information. As a result, dealing with them is a challenging process to perform their roles and responsibilities more effectively as front desk managers (O'Fallon & Rutherford, 2017). In that case, having good negotiation skills is extremely required to manage customers according to the hotel’s rules and regulations. Negotiation skills can be defined as a set of abilities that assist one to convince others to agree with him or his (Lerman & Virani, 2016). Alongside this, negotiation skill is also needed to develop an effective decision and to influence other parties to agree on a common logical solution. Consequently, since managing people and negotiating with them are some major responsibilities of a front desk manager, negotiating skill is extremely needed to perform these activities in the most effective ways. Apart from that, a hotel front desk manager has some other responsibilities such as managing offline and online reservations, providing customer services, guiding guests and assigning their rooms, and so on. In that case, multitasking skill has a profound positive impact on performing these responsibilities more properly. Because this skill is the set of personal abilities and qualities that assist individuals in managing several responsibilities simultaneously (Dinerstein & Opper, 2022). Besides, I have been able to perform my role and responsibilities as a hotel front desk manager in the most effective way due to my higher level of multi-tasking skills. As a result, it has been noticed that without having good multitasking skills performing the role of a hotel front desk manager is extremely challenging. 
In addition, there are some other responsibilities held by a hotel front desk manager such as creating and updating the guest database, coordinating customer services, managing customers' accounts, etc. In that case, I faced some critical challenges initially to cope with these responsibilities. And, I have explored and learnt that performing these responsibilities is truly difficult without having a good level of technical skills. Technical skill is simply referred to as a group of abilities, understaffing, and knowledge related to a specific activity to perform a particular role and responsibilities (Humphrey & Stokes, 2018). As a result, this skill is extremely required to perform some specific roles as a hotel front desk manager such as updating guest database properly according to company-provided structure, coordinating customers services to ensure customers satisfaction and manage profitable relationships, managing customers’ accounts properly, etc. Apart from that, as a hotel front desk manager has explored that one of my key responsibility is to manage customer problems and organise subordinates’ activities required to maintain effective relationships within the hotel. In that case, I have noticed that organising and problem-solving skills are extremely needed to ensure an effective hotel environment where guests will feel comfortable staying. Besides, these skills assist also a hotel front desk manager to attract potential customers and deliver maximum satisfaction by solving customers' demands (Hammer, 2016).                        
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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?


	To ensure that the hotel is represented well to satisfy customer expectations, I will first focus on the practices of subordinates and assess whether their greeting practices flow most effectively or if there is any room for improvement. Apart from that, after assessing individual performances, I will be focused on my communication skills and tried to make customers feel special by being more cordial even if I’m busy.       

	I will be maintained an effective environment within the hotel by arranging subordinates’ activities in a defined way. In addition, to attract guests at a glance and provide high customer satisfaction, I will be more serious about my verbal communication like face-to-face and email communication as well as non-verbal communication such as body language and eye contact. Hopefully, these practices will assist the guest to feel recognized and me to run operations smoothly throughout my shift (Mars & Mitchell, 2016).    
	As a hotel front desk manager has the main responsibility to deal with customers in which having good communication skill assist in convincing customers to check in. Apart from that, maintaining a well-structured environment helps to increase customer satisfaction as well as assists managers to maintain a profitable relationship with customers and gain competitive advantages (Chen, 2017). As a result, I believed that my plans will be able to perform my roles in the most effective ways.      
	As a hotel front desk manager has the basic responsibility to deal with customers. But there are some other responsibilities that I have to perform in the place of a hotel manager following the given situations. Besides, to perform their roles in absence of the hotel manager I will first divide subordinates' tasks and clarify their organisational role in a written form so that they can perform their role more effectively. Besides, I will enhance my communication skills and observe the hotel manager to have a better understanding of the role of a hotel manager to deal with the same situation in near future.        

	In addition, a hotel front desk manager will take on some other activities in the absence of the hotel manager such as coordinating departmental tasks and ensuring subordinates are preferred to collaborate in their activities to ensure that the hotel is represented well to guests (Witzky, 2017). 


	Firstly, I will focus on my roles and responsibilities to perform my key roles like dealing with customers effectively. After that, I will observe subordinates’ activities in the absence of the hotel manager to coordinate departmental tasks. Consequently, I believed that when tasks of different departments are performed in a collaboration ways operation will run smoothly and effectively throughout my shift.     
	 I think my plans are enough effective to deal with the current situation and ensure customer satisfaction. Because I plan to coordinate departmental tasks which assist in minimizing subordinates' conflicts, reducing delays, indifferences, wastages, and other internal problems needed to maintain an effective hotel environment and ensure customer satisfaction.     
	I will maintain a contingency plan to deal with the same situation in the future by considering subordinates’ activities, guests’ perceptions and requirements, own roles and responsibilities etc.  Besides, I will emphasize the coordination of departmental tasks and perform my role and responsibility effectively during the absence of the hotel manager in the future. 

	A hotel front desk manager in the absence of the hotel, the manager has some key responsibilities required to represent the hotel well to guests. For instance, I will supervise maintenance to ensure that everything within the hotel is working and safe. Because maintaining the hotel and its services with a good appeal has a profound impact on attracting guests (Bergs & Lub, 2020). Besides, I will take the necessary steps to ensure strong security and observe subordinates' daily activities to make guests feel safe.    
	Since I am highly concerned about my role and responsibilities it is relatively easier for me to run hotel operations smoothly. Besides, my close supervision will also assist in ensuring guest security within the hotel and my professional hospitality skills enable me to attract customers and perform entire operations in the most effective ways.   
	An effective supervision process has assisted in generating smoother operations and influencing subordinates to enhance their contributions. In addition, it also helps in cost minimisation, generating profitable operations, enhancing efficiency, and satisfying customer needs and requirements within the hospitality industry (Solomon, 2018). As a result, I have considered my plans as an effective way for dealing with current situations.
	As a hotel front desk manager, I will maintain and focus on some key activities as a part of my contingency plan to deal with the same situations. For instance, will first identify the key activities and perform them in the most appropriate manner such as using communication skills during the meeting and greeting customers and using problem-solving skills to meet customers' complaints. 

	Will provide a strong focus on maintaining the inventory of food and beverage to ensure customers are felt happy with the food services. Apart from that, I have focused on this sector because it has a direct impact on customer satisfaction.     

	A strong focus on the inventory system of food and beverage will influence employees to provide their best needed to satisfy customer demand and assist in performing entire operations in the most effective and efficient ways (Sturman et al., 2019).  
	The satisfaction of guests in the hospitality industry is highly related to food and beverage services. Therefore, I have considered the emphasising plan to manage the inventory of the food and beverage system as an effective way to deal with the current situation.
	Will focus on customer satisfaction by ensuring all activities have been performed promptly. Besides, to deal with the same situation in the future will try to maintain routine work. 



[bookmark: _Hlk128514225]


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)


	
A property management system or PMS can be defined as a software application developed for several purposes, especially for commercial accommodations companies and hospitality companies (Hutcheson, 2017). Alongside this, some key purposes of a hotel property management system are to manage front-office capabilities such as assigning rooms, booking reservations, managing room prices or rates, guest check-in and check-out, billing, and so on. Apart from that, there are several components of a hotel property management system as a part of hotel operations. For instance, the reservation module or system is the key component that assists hotel companies to perform several functions such as check-in or check-out, E-payments process, reservation emails, room inventory and allocation, and so on (Richotte, 2017). Alongside this, it also helps in performing some key basic functions such as key management, daily audits, room status, and in-room controls (Fielden, 2016). Apart from that, channel management also acts as a major element of property management systems because it helps in controlling and distributing inventories by providing accurate information about the cost and availability of hotel rooms. Furthermore, revenue management is another element or product of the hotel property management systems used to improve hotel revenue management indicators and companies’ operational profitability such as revenue available per room, occupancy, and average daily rate.  

	
Element 2 – Hotel Reputation


	Hotel reputation or hotel reputation management is defined as the practice of influencing and monitoring how the hotel's reputation is perceived online (Wai Lai, 2019). In addition, a hotel's reputation has a direct impact on the hotel’s success because it has a strong connection with customers' perceptions. As a result, having a sound hotel reputation is extremely needed to reach sustainable goals and be a strong competitor in the target market. Alongside this, some key influential elements assist hotels to manage their reputation successfully. For instance, the audit is the first element that enables hotel companies to explore their customer feedback and the perceived value of potential customers (Moore, 2021). In that case, hotel companies can perform their reputation audit in both ways either manually or using software tools. Apart from that, activeness is said to be the second most affectable element of a hotel's reputation. Because people are likely to collect their required information and provide their comments through online and social media such as Facebook, YouTube, Twitter, etc. where companies that are responsive and available to meet with their potential customers have gained higher reputation than other hotel companies. In addition, advertisement is another element of the hotel's reputation. It enables hotel companies to increase their brand values as well as assists in attracting potential customers (Disraeli, 2017). Besides, advertisement helps in maintaining profitable customer relationships and running organisations more proficiently.        

	
Element 3 - Communication 


	Communication has a profound impact on the success of the hotel industry. Because it enables hotels to build strong profitable relationships with customers and meet customers’ expectations by creating a positive guest experience (Thorson, 2017). Apart from that, communication assists hotel companies to resolve their internal conflicts and maintain an effective living environment. In addition, there are some key elements required to consider in the communication of hotel operations. For instance, clear and concise are the elements of hotel operations that determine whether the message provides a contradictory direction or not. Besides, concrete is another key element that affects the effectiveness of the communication process within the hotel industries and it states that messages should convey the right amount of details to deal with guests effectively. In addition, being courteous has also affected the communication process within the hotel operations and states that managers have to be kind, empathetic and polite to satisfy customer needs and requirements (Holden, 2016). Furthermore, a hotel manager has to consider the directness of communication to ensure that subordinates and customers both have a clear understanding of the message. Besides, directness simply indicates that managers should have the ability to convey the message quickly and effectively. Apart from that, precision is the most important element that has a significant impact on the effectiveness of the communication process within the hotel industry (Williams, 2017). Therefore, managers have to ensure that the message does not convey any contradictory information. The success of the hotel industry is significantly impacted by communication.         

	
Element 4 - Staffing 


	Staffing can be defined as a set of activities such as identifying, screening, evaluating, training, and developing a working relationship to fill the various roles with skilled and suitable candidates within the company (Brown, 2018). Apart from that, staffing has a profound impact on the success of the hotel industry because the brand value of hotel companies is dependent on their service qualities. In addition, there are several components of staffing function within the hotel industry such as estimating manpower requirements where managers have evaluated the need for manpower such as quantity and types of manpower. Moreover, the requirement is another important element where the hotel manager has been involved to attract potential candidates for particular job roles as part of staffing functions (Berry, 2017). Alongside this, the staffing function in the hotel industry has some other key elements such as placement and orientation.  In that case, placement has involved the responsibilities of placing the selected person based on their qualifications and orientation involved with introducing selected candidates to their organisational roles.      
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