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	Hotel front desk employees play a very important role in greeting the guests in a very courteous manner. The warm greetings and sincerity of the receptionists makes the guests happy. The receptionist have shigh influence on the customers as they are the very first and last impression towards the customers (Sharon et al., 2014). Mostly receptionists work on the front desk of hotels who need to communicate with the customers while arriving at the hotel, staying at the hotel as well as during their departure. The receptionist must be very good at communication so that they can make the guest feel comfortable and well informed about all of the necessary requirements. They need to put on a good impression for making the customers satisfied. It is the duty of the receptionist to make the customers satisfied with their stay in the hotel so that they consider coming back to the hotel next time. They also need to be capable to maintaining a soft tone while talking with the customers. The receptionists also need to be technically skilled as they have to work on computers and might need to use several software or processing systems to store information about the customers as well as to conduct monetary transactions. Organization skill is another important skill required for working at the hotel front desk (Baum, 2007). The receptionists need to report to the manager, respond to the calls of the guests, solve any occurring issues, work on the computer and other operations at the same time for which they must be able to organize all of the tasks properly. Problem solving skills also another most significant skill required for the receptionist. They seems to handle lots of problems while serving the hotels and the customers. Customers might have issues regarding wrong keys, losing room keys, food allergies, lack of internet connection and so on which are instantly solved by the receptionist. Customers generally informs the receptionists about their issues and the receptionist are supposed to solve those issues with great care which is why anyone interested to work on the hotel front desk need to be good at problem solving and should possess a moderate temper (Kim et al., 2011). The receptionists should have strong teamwork skills for working collaboratively with their colleagues and managers. They might have to solve customer issues by working collaboratively. The receptionists need to have high level of patience for dealing with diverse customers who have different preferences and different issues. It is very challenging for the receptionists to handle different types of demand of the customers. The receptionists need to be wicked and patient at the same time to handle such issues in a disciplined manner without making the customers disappointed. They are also highly adaptable to changing situation and have the leadership skill as well. They are very detailed oriented and possess the skill of attention to details. It is very important for the front desk workers to be passionate about their works so that they can serve the customers happily and desperately as well (Hai‐ yan and Baum, 2006). Their sincere contribution has great importance in establishing reputation of the hotel. I have enjoyed my working at the front desk at “Haven Hall Hotel”. It was a pleasure for me to serve the customers by directly interacting with them and trying to solve their problems. While working at the Haven hall I have dealt with lots of customers with several issues. Once a guest came to the reception desk after losing his room keys and ask for another room key which was a bit inconvenient at that moment by I have consulted with the manager instantly for solving the issue. Luckily we have covered the issue sincerely which made the customer so relieved in the end. I have learnt a lot about the skills required for being a receptionist and gained knowledge on how to effectively perform the duties. I have a lot to experience while working in the front desk. I am highly determined to encounter different situations so that I get to experience the situations and can learn real-time knowledge. I want to apply the knowledge and experience that I already gained by working more sincerely and actively. I will be working continuously so that I can have opportunities for personal development and can gain additional knowledge by dealing with unexpected situations and issues at workplace. I am desperate to be a significant employee for contributing in the hotel that I am working at.
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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?

	After hearing from the manager I will have to be patient enough for making an effective plan so that other colleagues don’t get panicked. At first I will have to check the schedule and bookings to understand what steps need to take for meeting all of the requirements for serving the customers. 

	I will be observing all of the works so that everything goes as I have planned and will have a backup plan if any unexpected issues occur for ensuring that everything goes smoothly. 
	As I will look at all of the requirements from the beginning I think that there are chances of nothing goes missing which will be ensuring that all of the aspects are taken care of to handle the situation properly as this was supposed to with the presence of the manager. 
	I will be utilizing the learning that I have learnt today for making contingency plan for the resolution of same situation in the future. I will make a plan for conducting all of the operation on time by working collaboratively with all of the teams and colleagues. 

	Secondly I will have to let all of the other employees know about their doings for continuing the operations as it was supposed to. I will be assigning works to each of the employees as per their job roles and will be asking their sincere cooperation in such situation so that they understand the situation and contribute to the level best.  

	I will be working with the employees and will try my best to cooperate them so that they can be relieved that someone is there for helping in their need. 
	I think that the daily operations of the hotel will be accomplished with the assigning of the duties to each of the employees. It will help in making the planning effective to handle the situation appropriately. 
	I will be forecasting what might happen in the entire day regarding any issues from the guests or from the employees and then will be making plan to encounter those issues with sincerity. 

	After that, I will be looking for any need of supplies for the kitchen, lobby, hotel rooms and other places. If there are deficiencies of any ingredients and raw materials I will immediately ask the regular vendors for supplying. 
	When all of the supplied will be allocated on time this will help the employees to conduct their job properly by having all of the required supply at their reach. 
	The efficiency of the operation can be ensured by the availability of supplies for accomplishing the tasks. I am convinced to achieve effectiveness by ensuring that all of the resources are available for accomplishing all of the tasks timely and effectively. 
	I will need to make a financial budget first for purchasing all of the required supplies required for a day to have the supplies available whenever needed.

	I will be managing the catering as per the requirement for the entire day. I will have additional careering in case any additional demand is created among the guests. 

	The required amount of catering will ensure that everyone staying at the hotel will be having their meals on time and the additional catering will help in fulfilling additional demand. 
	When there will be sufficient catering for the guests there will be no worries about shortage of food which will keep everyone at ease. This will help the employees working at the catering to smoothly conduct their duties by serving on time without any hurry. 
	I will forecast the demand of catering for the guest and then will be asking the chefs to prepare the food as it was supposed to if the manager was there. 

	I will be trying my best for making the employees feel at ease and for keeping them motivated at their work. 

	The more the employees will be motivated the more they will be working hard to ensure smooth operation. 
	Motivation works as booster to gain productivity and effectiveness at the workplace. By making the employee motivated I will be able to ensure that each of the employees are working sincerely from their position and are making things right. 
	I will be palling for motivating the employee by influencing them to work hard. I will be asking their cooperation and support to help for the resolution of the situation. Their hard work will be recognized for making them feel valued even if the manager is not present so that they don’t feel the absence of the manager and work sincerely. 



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 or hotel PMS is a software which is used for organizing, scheduling and managing the daily operations of hotels efficiently (Moyeenudin et al., 2018). It is used for enabling a hotel either small or independent in effectively handling the front office workflow such as booking, check-in & checkout, assigning rooms to the guests, handing over housekeeping tasks to the employees, billing as well as other activities that are supposed to be accomplished in a hotel. This is also referred as a hotel software which works as the nerve centre of accomplishing the operations of a hotel. The PMS enables a seamless flow of the interdepartmental information. The hotel staffs get benefitted by the PMS in better coordinating the operational functions in all of the department of the hotel. The operations of a hotel are basically automated and streamlined by the hotel PMS which saves lots of time and ensures better services to the guests. Front desk staff, housekeeping staff, POS outlet staff and the general manager work on the hotel PMS. The PMS helps the front desk workers in streamlining a smart reservation process (Abukhalifeh and Pratt, 2022). The housekeeping staffs use the PMS for ensuring the satisfaction of the employees by maintaining the hotel room services. There are different outlets in a hotel except the hotel rooms which also require payments for using. But it becomes pretty inconvenient for the guests to pay every time they uses any POS outlets. The POS outlets staffs uses PMS for aligning their bills with the final bills of their staying at the hotel. The overall administrative works of a hotel is observed by the general manager who uses PMS in observing the operations to ensure that all of the operations are being accomplished timely and effectively for ensuring customer satisfaction. 

	
Element 2 – Hotel reputation


	Managing hotel reputation is one of the most significant tasks of the hotelier. Online reputation has become very important in maintaining brand image. Guests shares their experiences at a hotel on online through posting or commenting (Qoura and Khalifa, 2016). Their reviews have both positive and negative impact on the reputation of a hotel. The guests might share bad experiences which can destroy the reputation of a hotel. But the good reviews through online or word of mouth can enhance the reputation. The user-generated contents are increasing on social media as more people are becoming interested in digital conversation. There are lots of potential customers who are relying heavily on the user-generated contents for making decision whether to book a room in a specific hotel or not. Reputation management of a hotel is highly significant as it has direct impact on enhancing the revenue through gaining customer loyalty and trust (Lai, 2019). The manager should be more focused on increasing sales and for maximising the revenues of a hotel. They should ensure that all of the guests are treated well and no unexpected incident occurs with the guests whilst their staying at the hotel. The sincere behaviour and services of the hotel staff can contribute in making the customers satisfied and in ensuring that the guests will be providing good reviews about the hotel and will recommend to others. Customer’s loyalty has great impact on promoting the reputation of a hotel. 

	
Element 3 - Communication 


	Communication is one of the most significant tasks of a hotel. The front desk workers especially the receptionists need to communicate with customers from the very beginning to the end. Receptionists need to have strong communication skills for effectively communicating with the customers during their arrival, staying and leaving the hotel (Lai, 2019). The guests can only be aware of the systems and manners of a hotel though communicating with the hotel staff which is why all of the staff need to be skilled at communicating for letting the customers know all about the hotel. Guests need direction to fully enjoy the facilities of the hotel which can only be possible by communicating with the staff. The staff also need to communicate with the guests even for any issues and challenges faced by them. Moreover, good communication among the staff helps in better team work as the staff need to work collaboratively for serving the customers. Good communication between the staff and the guests can make the guests feel comfortable while staying at the hotel. It can also impact hotel reputation. Moreover, it is of great importance in the hotels to understand non-verbal communication (Kueh and Bagul, 2012). There are customers from diverse background. Some guests might not be able to communicate through a common language. In that case, understanding their body language, manners and norm is one of the priority of the hotel staff for serving them equally and comfortably. The hotel staff should sincerely communicate with all types of guests. 

	
Element 4 - Staffing 


	Hotel businesses are highly labour incentives. It depends more on manpower rather than machines for serving the customers which is why hotels need to hire employees very carefully. It is one of the prime duties of the hotel manager to hire the right employee for the right job at the right time. There are lots of agencies working for fulfilling the staffing needs of hotels in exchange of payments (Harris and Small, 2013). The staffing ration for hotels varies depending on the category of hotels such as luxury, upscale and budget. Staffing need for front desk is very important as the front desk workers create the first and last impression to the guests. Hotels need to recruit eligible employees for the front desks who possess lots of employability. Hotel staff are the face of the hotel who represent the hotel towards the customers. The behaviour and the attitude of the staff has huge impact on the reputation of a hotel which is why staffing is very important. Staffing should be done through a strategic procedure so that only the good candidates and selected for the required position. Hotel employees need to be humble and empathetic to understand the needs of the customers and for serving sincerely. The staffing should be conducted based on the roles and responsibilities of the job roles so that the skills of the selected employees align with the job description. 
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