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Introduction
Effective communication is essential for any successful business, but it can mean the difference between success and failure in the hospitality industry. Since the hospitality industry depends on its interactions with guests, clear and constant communication is crucial at every stage of hotel and guest service management. However, the front desk is the single most important factor in drawing in new business and keeping loyal patrons coming back. Therefore, despite the growing importance of highly developed digital communication, the success of the hospitality industry hinges on well-presented verbal and non-verbal communication.




What I have learned
I have gotten a good basis in the fundamentals and applications of organizational communication. I have developed important skills such as better communication, interpersonal skills, analytical reasoning, and time management.
The front office of a hotel has a direct impact on how satisfied its guests are. During a guest's entire stay, the front desk agent is the one who interacts with them the most frequently. Customers are more likely to rebook and leave a positive review if they have a positive impression of the front office staff (El & Hassan, 2021). The front office does affect how well the company does. Since it is the first point of contact between the hotel and its guests, the front desk plays a crucial role in the overall experience (Hardjati & Febrianita, 2019). This department handles various tasks, including reservations, guest relations, check-in/check-out, telephones, finances/payment processing, currency exchange, room assignments, and inquiries.
The Front Office is often referred to as the hotel's "nerve center," as I learned in the presentation. When it comes to the hospitality business, the lobby and the gateway just beyond it is the most important area. The name "Front Office" comes from the fact that this office is visible to hotel guests and other visitors in the lobby. Since the Front Desk is the central point of contact for the organization, it is typically the first place guests go to when they have questions or suggestions for the staff (Hardjati & Febrianita, 2019). Therefore, this part ensures everything fits together and relays the findings to the appropriate departments.
Most of a hotel's earnings come from guests purchasing rooms within the institution. Thus, the success of the business as a whole depends on this division (Sayin & Karaman, 2019). Helpful services should be available before, during, and after a visitor's stay. The lecturer enabled me to understand just how crucial the Front Office is to a hotel's success (Bharwani & Jauhari, 2017). The Front Office's duties include taking in and filing away guest information, arranging guest room amenities, and seeing that everyone is satisfied with their stay (Sayin & Karaman, 2019). These tasks are completed by members of the Front Office and other related departments. Because of this, the hotel's lobby is also considered the hotel's "front." It is where everything happens at the hotel, and guests have their first encounter with the staff. The system and layout of the front desk were created to make it easy to sell items and services to guests.
I have learned about the operational roles of Front office management. Streamlining the check-in and check-out processes for guests may be a priority in the rules and procedures established to sustain a high level of visitor growth. After such check-in procedures are finished, standard procedures may direct front desk staff to quickly arrange for guest relations workers to assist with luggage and lead visitors to their rooms (Guillet, 2020). Bellhops help guests pick up and drop off, carry bags, and answer questions. Extraordinary service is what guests can expect from a hotel's concierge. Flights can be reserved and confirmed individually, babysitting services can be arranged, and off-site sports like golf can be set up as part of the concierge's duties.
How I will apply the Knowledge in the Future
I have been in this situation and faced the pressure of working in the front office. I was in charge of welcoming visitors, learning about their needs, giving them a tour of the hotel's features, highlighting its unique selling points, and providing individualized care. In order to provide excellent customer service, one must be adept at listening to their needs, adapting those needs to the company's policies, and creating unique solutions (Putra et al., 2020). Paying close attention to online interactions with clients via phone or email is just as crucial for the front office. Since the customer cannot see one's facial expressions or body language, one's tone of voice becomes increasingly important (Putra et al., 2020). The front office must learn to adapt their communication techniques depending on whom they are speaking with: clients, coworkers, or shareholders.
Reflection
Although they play a key role, Front Office can only solve a subset of an organization's problems. I have learned that even the most impressive front office personnel cannot always compensate for a company's systemic problems. Clients are turned away throughout the inquiry and appointment-setting stages if the site seems professional or if there need to be more landlines to handle the calls. If a facility gives the impression of being unsafe or unwelcoming upon arrival, guests may decide to find another destination or cancel their reservation (Giacomel & Raveleau, 2020). If the hotel provides a poor breakfast, guests are given dirty rooms, the concierge service could be faster, the person could be friendlier and friendlier, and customers may get an unfavorable view of the hotel. These issues are the purview of the hotel administration and go beyond those of the front office staff (Giacomel & Raveleau, 2020). As a result of guests' complaints, front desk employees often have to accept and try to smooth things up. Suppose the problems persist, the hotel risks negative reviews and a decline in business.
The front desk is the hotel's hub because that is where guests check in and out. As the first and last point of contact for guests, it is crucial to make a good impression. The efficiency of the front office can either encourage clients to return or discourage them from doing so. Everything from the design of the staff uniforms to the reservation of theater tickets for visitors is taken care of as part of a hotel's standard front office operations. Following these procedures is essential to a hotel's bottom line.
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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?


	There are several things a first-day hotel receptionist can do to ensure the hotel is well-represented to the guests in the absence of the manager. Some of the items include familiarizing myself with the hotel facilities. This familiarization would help me know the hotel’s infrastructure, products, and services. This knowledge is vital in answering customers’ questions. 
Additionally, I would learn the hotel’s culture to understand its organization and the policies that guide its operations. I would also familiarize myself with the hotel’s systems used to offer and manage services. This information would help provide efficient customer service.
	I would maintain effective communication and address issues immediately to ensure the effective running of hotel operations during my shift. Communication would help coordinate the responsibilities of the staff in the department. This coordination would ensure everyone works towards a common goal. Effective communication would be vital in addressing issues that arise. I would communicate with the manager or a temporary manager to discuss how to address the urgent problems that arise.
	 My plan is effective since it aims to create a good impression of the hotel to the guests and meet their needs. The plan prioritizes client satisfaction which includes offering information to clients and answering their questions. The plan is also effective because it focuses on maintaining the smooth operations of the hotel. The plan would ensure the smooth running of hotel activities by enabling me, as the front desk worker, to handle operations smoothly and orderly. 
The plan is also effective since it adheres to the hotel’s policies that ensure correct procedures are followed. Additionally, the pan also fosters cooperation among colleagues.
	To ensure effectiveness in the hotel operations for a first-day in-office receptionist in the absentia of the manager, the front office desk department should appoint an interim manager to step in to provide support and guidance to the receptionist. The interim manager should be an experienced employee with knowledge of the hotel’s operations. The department should also ensure clear instructions are provided to the receptionist to avoid complaints and confusion. There should also be a communication plan to ensure information flows effectively.  

	Communication with other staff is the other way to ensure guests get a good first impression of the hotel. The communication would happen through meeting the other team, introducing myself to them, and learning about their roles. This would enhance collaboration and cooperation with colleagues. Moreover, I would communicate with the absent managers to inform them about any issues. This communication would ensure that any problems are addressed promptly.

	
	
	

	I would also apply interpersonal and organizational skills. Staying organized would help keep track of reservations, bookings, and clients’ requests. I would also be friendly to the customers so they can easily approach me.

	
	
	

	


	
	
	

	


	
	
	



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 hotel property management system (PMS) facilitates reservation management and administrative operations. The system tracks all the processes and activities of the hotel. The hotel property management system encompasses reservation modules, front desk operations, room management, and channel management. Additionally, it includes revenue management, housekeeping, and customer data management. It also encompasses reports and back-office administration. 
 A reservation module helps with online bookings and solves several internal hotel issues. The reservation holds inventory data and also sends information to the front desk (Bardi, 2021). Chain hotels usually have one central reservation system for all properties, while independent hotels use their own reservation systems. A reservation module has several functions, such as room bookings, e-payment processing, and inventory management. It also reserves emails and bookings. 
A front-office module helps managers to check reservation status, check-ins and outs, and process payments. The module also helps manage room status, keys, daily audits, and in-room controls. The channel management module distributes inventories across different channels. It directly links with the reservation system, which contains information on various aspects such as room availability and costs. A property management system also allows online booking of services and rooms. 
The other aspect of the property management system is revenue management. This aspect is vital to a hotel's financial success through improving hotel revenue management indicators. A PMS also contains the housekeeping module that connects staff to the front office. It also collects and organizes customer data which is then fed to a database. The database analyzes and generates reports regarding various aspects of the hotel's performance. It also facilitates the management of back-office operations and administrative activities. 






	
Element 2 – Hotel reputation


	
Hotel reputation refers to people's perceptions or impressions of a hotel. It is usually based on customer feedback and the impact it has. The importance is generally influenced by performance and customer satisfaction in various aspects of the hotel (Reyes-Menendez et al., 2019). Other elements in a hotel's reputation are a hotel's facilities, services, location, and customer service. 
A hotel's performance is based on the hotel's facilities, level of service, cleanliness, and value for money. A hotel with modern and well-maintained amenities has a positive reputation. On the other hand, poorly maintained facilities have a negative reputation. Additionally, the level of service also impacts a hotel's reputation. Efficient customer service and paramount customer satisfaction lead to a positive reputation, while poor services and customer dissatisfaction lead to a negative reputation. A hotel's cleanliness and hygiene standards also impact its reputation. High levels of hygiene lead to a positive reputation, while poor cleanliness and sanitation damage a hotel's reputation. The other element of reputation is the value for money that the guests receive. When guests spend in a hotel, they expect to receive a high value for their money through high service levels and modern, high-quality facilities. Overpricing lowers a client's value for money and thus leads to a negative hotel reputation. 
Location is the other element in a hotel's reputation. A hotel in an accessible and safe location surrounded by quality neighborhoods has a positive reputation. Additionally, a hotel near shopping centers and tourist attractions is convenient for customers, and this convenience leads to a positive reputation. On the other hand, a hotel located in a crime-prone area tends to have a negative reputation. The quality of the neighboring environment also impacts reputation. A clean and well-maintained environment leads to a positive reputation, while one located in a poorly-maintained area has a negative reputation. 




	
Element 3 - Communication 


	
Communication is a critical component in hotel management. Effective communication, either staff-to-guest communication or staff-to-staff communication, is essential for the success of any hotel (Rutherford, 2021). Effective communication ensures that staff members coordinate and cooperate toward the common goal of customer satisfaction. Hotel management communication encompasses elements such as Clarity, timeliness, consistency, listening, and feedback. It also involves empathy and cultural awareness. Clear communication ensures understanding of the message sent to avoid confusion. Clarity and concision in communication ensure that every member involved understands the message. Communication should be timely for it to be most relevant. Timely communication is vital in quickly solving urgent issues and keeping staff members informed of any updates. 
Communication should be consistent to ensure employees have the information they need to perform optimally. Consistency in communication helps build a positive work environment by eliminating inefficiencies. 
Feedback is also essential in hotel management since it allows the sender to analyze the impact of the message. It also helps the sender to ensure that the recipient interprets the information correctly. Listening in communication enhances one's ability to understand data better. Active listening lets the hotel staff understand customers' needs and inquiries. 
Empathy in communication promotes a person's ability to recognize others' feelings and understand other people's perspectives. Empathy helps a sender to improve the recipients" mood by supporting them in case they are in challenging situations. Cultural awareness in hotel management enables staff to communicate effectively with clients from different cultures and backgrounds. The understanding helps the team to embrace cultural diversity and respect cultural differences.







	
Element 4 - Staffing 


		Hotel management staff refers to obtaining and hiring the workforce required for hotel operations and is a crucial element in effective hotel management. Hotel operations can only run smoothly with human resources (Nikolskaya et al., 2022). Staffing involves various aspects such as planning, recruitment, selection, placement, and training. It also involves development, promotions, transfer, appraisal, and determination of remuneration. 
Staffing planning is the measure of the human resources needed by a hotel. The planning is done by assessing the hotel's needs and creating a workforce inventory. Recruitment includes finding potential hotel employees and persuading them to apply to fill the available positions in the hotel. An effective recruitment process leads to a skilful and highly motivated workforce aimed at productivity.  
Selection involves shortlisting potential employees and eliminating unsuitable candidates. Selection ensures the hotel hires productive candidates who secure the smooth running of the hotel operations. Placement refers to the introduction of the hired employees into the hotel. The employees are oriented and enlightened on the hotel's organizational culture and policies. The engaged employees are therefore trained in their roles.
Development refers to the professional growth of hotel employees, while promotion focuses on pay raises and an increase in the designation. The rise in designation comes with salary increments. The transfer involves moving an employee from one position to another. The transfer needs to be evaluated from time to time. Appraisal checks the progress of the work done by the employees. The final element of staffing is the determination of remuneration which involves determining employees' wages.  
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