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Front desk clerks are the first point of contact for all company customers. They greet customers, take phone calls, deliver mail, help maintain and order office supplies, and greet customers. 
As a student of hospitality management, you may hear the front desk of a hotel referred to as the centre, the brain, the nerve centre, or another moniker with a similar connotation.
During my 10-week training and after conducting the additional study, I concluded that the front office position is crucial. According to my experience, Communication is one of the essential abilities because a front office manager (FOM) is responsible for interacting with all hotel departments. 
One benefit of being a hotel's hub or nerve core is that front desk workers can be acutely aware of what is happening at almost every level of the hotel's organizational structure.
The fact that the front desk attracts complaints from visitors is one of the drawbacks. One of the front office workers' most challenging responsibilities is handling complaints.
To deal with these complexities and challenges, a FOM should preferably have a record of accomplishment of success in both oral and written communications.
To apply this skill in my future career in hospitality, I want to learn more about assertive communication. At university and work, I will experience that daily, understand others' needs, and build customer relationships.
During my placement, I had the opportunity to experience some sides of this significant skill as listening actively to a guest who complained about air conditioning and, after that, being able to offer a solution for him.
The capacity to multitask is essential since an employer might anticipate that a receptionist will finish several chores quickly, one after another. A receptionist may give directions to clients and customers, perform administrative duties, and answer multiple telephone calls during a typical working day. Due to their multitasking skills, receptionists can complete these tasks quickly and accurately. The ability to remain calm in stressful situations is critical to multitasking. It is simple for someone to become overburdened because it is impossible to forecast how much work a receptionist may be handled daily. Another aspect is deciding which jobs can wait if they are less urgent.
I noticed that multitasking could add stress daily, and time management is another skill much needed in the hospitality industry (FOM) and helpful to perform well when you have to multitask. I can give an example based on what I noticed at Premier Inn. The phone is ringing, delivery is outside waiting to open the doors, people are on the desk asking for checkout, and people are waiting for breakfast. Prioritizing might be the key to managing your time as well as you can and finishing all those tasks.
The first person customers and clients, often interact with at a business is the receptionist. The receptionist is a perfect example of the value of first impressions. They should be friendly and courteous when speaking with clients and consumers. This makes a big difference in creating a pleasant and motivating environment. A warm approach increases clients' likelihood of returning, just as an excellent first impression is essential. I had the chance to stay at the front office desk several times and make myself approachable. Smiling with the right attitude will help me create a great guest experience.
Because of the growing significance of digital technology in business, specific organizations may demand that a receptionist be familiar with administrative software. This can contain well-known applications like Word and Excel from Microsoft. Some companies may have proprietary software and offer instructions on utilizing it correctly. Additionally, they can ask you to learn how to use a photocopier and their phone systems. Regardless of your future job route, you can put these skills on your resume, as having a functional grasp of digital technology will only help you in the workplace.
It is one of the hard skills that can be learned with training and practice.
A receptionist must be well organized because they are crucial to effectively managing business operations. This may entail sorting and delivering mail to the intended recipient in smaller organizations. If a receptionist wants to make sure that documents are easily and quickly accessible, they can either follow the organization's existing file system or come up with their own. This kind of organization greatly simplifies the receptionist's job, which also benefits the other employees.
Since customers and clients frequent their workspace, a receptionist can maintain it neat and clutter-free. Maintaining a professional demeanor is essential because receptionists frequently operate in high-stress situations. Being organized helped the front office team quickly find the necessary information. Being organized is one of my weaknesses, but time spent at Premier Inn made me realize how important that skill is.
In conclusion, managing a PMS system, Microsoft Office, and fire safety protocols are some of the essential hard skills.
Soft skills are essential and can influence customers; I can tell from experience and my ten-week placement that communication, multitasking, and organization are the most crucial.
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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?


	
Anyone working there will know it is easy to get overwhelmed by the number of tasks and opportunities. For this reason, it is essential to set priorities. 
	Without your employees, your company would not exist, and empowered and motivated staff members are essential to efficient operations. An employee that consistently shows up for work and leaves with little effort is one who management has failed.
	Empowering the employee give them trust and confidence. When you have power and trust might makes you feel valuable and this way we can guarantee a great customer service.
	Work with human resources to cross-train your staff to avoid this happening at work.

	
You need to establish the correct set of priorities to avoid it overlooks the more important responsibilities that can directly impact the quality of service in hospitality operations. .
	A disorganized workplace will prevent you from getting the most out of them. Use checklist to avoid chaotic and inconsistent experiences that upset loyal employees and drive them out of the company. Discover the areas that can benefit most from lists and the psychology behind them.
	A well-planned staff schedule will go a long way towards ensuring staff members' overall happiness and the efficient operation of the hotel.
	It could be helpful to rotate teams inside your company, allowing diverse team members to take care of different operations-related tasks.

	
There are several instances in which waiting for opportunities until the visitor arrives will hurt your operations. Instead, having a proactive attitude and enhancing client experience and revenue right now is preferable.

	Pre checked in people un or cut the keys before they arrive
	
	Make sure you have always backup when someone call sick, this way will be easy to replace someone.

	Creates an atmosphere of empowerment and training. Employees should be able to be an all-knowing resource for visitors.  
	
	
	

	Find solutions to speed up operating processes without sacrificing quality of service. Working more efficiently will decrease the amount of work that employees have to do and speed up the delivery of services.

Ensuring shifts are divided equitably among staff members, unless expressly stated in their contract, is another advantage of effectively managing your staff schedule. This will prevent some employees from consistently receiving hotel night duties while others receive day shifts. Doing this will avoid low morale and conflict among employees who believe other employees are getting the best changes. 
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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 "PMS" is software used in the hospitality industry to manage and carry out the day-to-day operations of a hotel, hostel, B&B, inn or rental property.  A PMS system can be considered the back-office software hotel staff uses to manage various day-to-day tasks such as reservations, check-in and check-out, pre- and post-stay guest services, housekeeping, availability, rates, and services, channel connections, reports, etc., and analytics. Unlike the real estate industry, most PMS technology providers in the hospitality industry are cloud-based and go beyond cloud-based by offering technology that automates and accelerates activities.
After logging in and opening the asset management system, employees have an easy-to-use and convenient dashboard at their disposal. The control dashboard is easy to read and understand, providing instant visibility to the critical information you need to perform your daily tasks. With the proper insight, things can be done faster and easier. A PMS should provide a fast home page that updates in real-time..
 Availability, occupancy, and arrival and departure information help us make other decisions, such as daily rates and revenue management. This information should be readily available in a designed and user-friendly interface, especially for front desk staff. Hotel managers and owners want to know the most critical information in advance, and dashboards are a great way to do that. 
Housekeeping activity keeps properties of all sizes running smoothly—his PMS at every hotel needed to automate administrative tasks and create a more efficient system. Budget reports fall into this category. PMS providers need to know which rooms must be tidied up or cleaned for guests. 
Our revenue management (RMS) solution checks competitor prices and retrieves real-time market data to automatically update prices so you can stay competitive and make confident pricing decisions. Increase. An integrated payment processor streamlines guest payment and accounting and generates more accurate reports. 
PMS software is the platform you use every day to manage every aspect of your hotel, hostel, B&B, motel or other lodging business. Choosing a property management system with the right components for your business size, operational needs, and budget is critical to running your property efficiently. 
Element 2 – Hotel reputation


	Several essential components are needed for a hotel to maintain and boost its reputation. 
One of the components required is Quality of Service. Help hotel managers meet the challenge of improving service quality by identifying specific consumer expectations, service quality aspects and their relative importance to customers in each segment of the hospitality industry. The fact that server's knowledge and skills are always directly correlated with the quality of service in the hospitality sector is an essential obstacle to standardizing services.
Online reviews on websites such as Booking.com and TripAdvisor can make a huge difference in a guest's decision and significantly impact the hotel's reputation. Therefore, it is crucial to respond to and keep track of all reviews, whether favourable or unfavourable. An online reputation is the general perception that the public has of a person or thing. The increased accessibility of the internet and the rapid development of social media have contributed to its recent boom in popularity. A brand's image is typically shaped by the content it creates, followed by user interaction and response.

Due to the nature of hospitality industry, employees are likely to interact with various people daily, including customers, employees and suppliers. Therefore, it is essential to have practical communication skills. It is also important to understand that these different people have different communications needs. So, the companies need to know how to adjust our approach accordingly.
The primary role of hospitality communication is to promote and clarify customer inclusiveness and understanding. Employees and customers are treated as individuals, listened to, and communicated according to their preferences.
Improve internal relationships between employees and customers, which is very important to create great customer service.
Productivity increases because everyone has clear expectations about their work standards and how to ask for help. To give feedback and ask for feedback helps to identify weakness and after that to find solutions.
Moreover, communication leads to increased sales, as customers are better informed about your service and food.
To conclude, communication is one of the most important skills on hospitality industry, effective communication in a hotel aims to provide a functioning communication channel, keep your team informed, and create a better customer experience. An essential factor in effectively delivering information is correctly using communication types and mediums. 



	
Element 4 - Staffing 


	
The hospitality industry is represented by the people who work in it. Therefore, a business must employ the proper hospitality staff to function effectively and succeed. 
Hospitality is as much about the customer experience as it is about providing quality food and beverages. Therefore, when hiring employees, especially for front positions, we value their personality and qualities as much as their experience and skills. 
Attracting employees, especially millennials and Gen Z, to the hospitality industry has long been a significant challenge for employers. Many people have the (erroneous) impression that the initiative involves long hours and low wages, making it challenging to promote hospitality as a career option. 
So, to present your company as an attractive option to candidates, the companies need to emphasize that point and work even harder on your appeal. In other words, you must show that your company is forward-thinking and offers a great working environment. 
Lives to work late at night or during non-social hours can make hotels less attractive to potential candidates. However, this can also be attractive to some, especially if the employer is flexible with shifts and working hours. More and more employees are striving for a better work-life balance. So if you're looking to hire a new restaurant and you've identified potential future employees, it's a good idea to build some flexibility into your restaurant's hiring plans and tailor shifts to fit your employees and their lives. Please consider. All workers have legal rights to be considered for flexible working arrangements.
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