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The front desk in hotels is the initial point of interaction between customers and a hotel. The person working at the hotel's front desk is required to have excellent interpersonal skills to engage with the customers and have excellent organizational skills to ensure that aspects of the operation are appropriately discharged. According to (Solomon, 2016), it is imperative to treat every guest as though they are the only customer in the world. Treating guests as though they are the only customers in the world involves the engagement of effective communication which is the first point of interaction. I remember in my experience at the hotel's front desk, I would assess the needs of the customers once they communicate with me and would attempt my best to ensure that they receive immediate care regarding the issues or requests that they made regarding their needs. That aspect demonstrated the importance of problem-solving skills required of the front desk personnel in guiding the customer experience. According to (Sturman, et al., 2011) customers are satisfied in different ways depending on the services they receive upon their entry into hotels. The three aspects of satisfaction in which (Sturman, et al., 2011) explains include sensory pleasure, aesthetic pleasure, and achievement pleasure. The aspects of pleasure which customers look forward to are enhanced through the services rendered in which the front office requires good customer service skills in which they ought to be approachable and friendly towards the customers to enhance their pleasure during their stay at hotels. 
Moreover, according to (Bardi, 2010) the front desk in hotels is responsible for ensuring that the staff are coordinated appropriately to cater to the needs of the customers which necessitates key skills in an organization. I experienced such an encounter with customers when at a given point the customers made a complaint concerning their bedding which needed attention and they called the front desk for assistance. According to (Rutherford & Fallon, 2002) the front desk works together with housekeeping in ensuring that the room setup and allocation are appropriately done and that the guests have a seamless stay within the period they have stipulated that they would stay. Demonstrating excellent organizational skills will give a good impression to the guests about the hotel which assures the customers are satisfied and that they enjoy their stay at the hotel. In the organization, the front desk is also responsible for the check-in and check-out process for the guests. In the way that Rutherford & Fallon (2002) expound in their book, the responsibilities of the front desk in ensuring the efficiency of the check-in and check out which also involves a requirement of an organization the front desk which they ought to know how to schedule check-in and manage the intakes of the hotel to avoid overbooking which would affect the experience of the customers. I experienced these aspects in my experience being at the front desk in the hotel as I would receive calls from customers who would like to make reservations and bookings and I had to be prompt in being aware of the availability of rooms and tables for dinner to avoid making mistakes that would lead to overbooking. 
In modern times, technological skills are an imperative aspect of the hotel industry in which knowledge and understanding of navigating technological advancements are required as a front desk attendant. According to (Carrara, 2019), the use of products such as Siri, Alexa, and Microsoft Cortana as voice recognition advancements impact the hotel industry which the hotel needs to be aware of while attending to guests as in cases where the guest requires something, they may call the front desk and command their devices to make their requests for them which requires that the front desk operators would be able to decode and respond accordingly to their customers. 
My experience at the front desk at the hotel made me realize that the lessons we are taught in class are vital in enhancing our growth in practice and elevating our skills while attending to customers. Different components of the front desk were engaged including the responsibilities at the reception in which I largely engaged so that I could apply my skills in communication, organization and coordination, guest relation, and adaptation to technology. The topic of the front desk is imperative because the knowledge gained in placing the customer needs as essential and treating them as though they are the only customers in the world in addition to coordination with housekeeping enhanced the customer experience and made the hotel a home for them, which is a goal of the hospitality industry to curate a lovely experience of a customer and make the hotel comfortable for the duration of their stay. 
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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?


	I would welcome guests and attend to them as they arrive to make them feel welcome and comfortable as this would provide the impression that the hotel prioritizes the customers immediately after they arrive. Noting the BUBL method advanced by Solomon, (2016), in which the way the front office serves the customer ought to strike a balance in the occasion necessary to approach them and when to allow them to have their time. In this case, when they arrive, they need guidance and help in finding their way, hence it is good practice to attend to them and guide them within the hotel upon arrival. 
	I would first engage with the staff before we start attending to customers as this would foster coordination and understanding among the staff so that we can attend to customers without them feeling a gap of the manager missing. 
	I would consider engaging with staff before the start of the shift because it prepares the team to embrace coordination in their delivery of work which is advanced by (Ismail, 2002) as it is significant that expectations of employees towards guests are made clear to enhance the delivery of quality services. 
Welcoming guests as they arrive is a good plan because it provides an environment in which guests feel comfortable and warm (Ismail, 2002). 
	I would put encourage the inclusion of cross-training among the staff so that in the event the manager is absent, any member of the team can step up and carry on the responsibilities effectively. 

	Since the front desk is the first point of contact (Bardi, 2010), that the customers engage with, I would ensure that I remain calm and maintain a professional image which makes the guests trust the hotel and feel well taken care of by the hotel. 

	I would organize engagements in order of priorities that would need immediate and urgent action and those that would wait until the urgent aspects are catered to. 
	Engaging with the customers upon arrival offers them hospitality which is essential in the hotel industry as they receive a warm welcome, which is important in the industry (Sturman, et al., 2011). 
	Implement documentation of steps engaged in the order of priorities designated for the manager in which case, when there is such a scenario, the incoming/acting manager would not be stranded organizing the tasks required of them. 

	I would also coordinate effectively with the hotel departments to ensure a seamless experience for the customers in having their check-in on time, their concierge taking their luggage and their itinerary followed as arranged without many mishaps. This also involves engaging housekeeping to maintain rooms as scheduled and confirming bookings without causing delays. 

	I would plan intervals of monitoring the front desk to ensure that there are no mishaps and that the front desk operations are running as they ought to for the day. 
	The experience of the customers is the most imperative component of hospitality (Sayin & Karaman, 2019), therefore, placing importance on the coordination of staff and monitoring the front desk to improve the experience of customers is an effective way to promote the satisfaction of customers. 
	Encourage briefing among staff occasionally on different departments and allow for cross-departmental engagements where they would be versed with different aspects within hospitality so that they would not be stranded when the manager is absent. 

	I would also engage effectively through efficient communication with the guest and nod or ask questions to gain clarity on their requests and feedback on the services they received to note for improvement (Solomon, 2016). 
	I would also merge technological advancements to assist in managing and organizing the tasks in terms of check-in, and check-out of guests as well as booking and billing for the guests which would enhance efficiency. 
	According to (Baum & Odgers, 2001), technological advancements that are incorporated in hospitality have been noted to enhance the efficiency of operations and management in the front office. Therefore, the engagement of technology in an organization is an appropriate plan to manage the shift in the absence of the manager. 
	Ensure that the assistant manager or back-up manager engages with the staff regularly and there is a clear manner of communication established among the staff which would make it easier for them to take up the responsibilities of the manager when the manager is absent. 
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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)


	
Elements that are considered to be impactful in property management systems that impact hotel operations include front desk operations, financial considerations, staffing, and communication (Bardi, 2011). The most imperative element in property management systems includes staffing which propels other aspects to function and operate. According to (Bardi, 2011), the prerequisite to adopting PMS includes deciphering an appropriate team that would take responsibility for the management and other staff components to facilitate the operations of the hotel. Upon selection of a team, the allocation of different responsibilities and analysis reports and other documents enhance hotel operations. Another element includes front desk operations which cater to guests regarding checking in and facilitation of booking activities for prospective guests. The front desk also caters to ensure that the guests are settled in appropriately in the correct rooms as they are responsible for giving them their room passes and taking them through the registration process (Rutherford & Fallon, 2002). The financial component is an imperative element in PMS as it enables the functioning of the hotels. It comprises accounting, and billing which rely on the information on guests' payments, deliverables, and expenses of the hotel which are balanced out to determine the sustainability of the operations. PMS allows for integration in accounting activities in a bid to enhance revenue accountability. Additionally, communication is an element in PMS which enhances operations through providing a channel where information flows from the guests to the front office, or among the staff. Such information flow includes vacancy of rooms, the discomfort experienced by guests, and room service requested by guests, among others which are aspects that impact the hotel operations (Rutherford & Fallon, 2002).



	
Element 2 – Hotel Reputation


	
Hotel reputation is an imperative component of hotel operations in which the way the image of the hotel is perceived by guests affects the loyalty and disloyalty expressed towards it. Several elements are considered that contribute to the hotel's reputation in hotel operations. Such elements include guest satisfaction, cleanliness of the hotel environment and the vicinity of it, quality of services which the guests have experienced, and online reviews and comments on the experience of guests upon interaction with the hotel. According to (Amador & Estember, 2021) interaction with staff in hotels determined guest satisfaction which is linked to the element of reviews and ratings of hotels that they visited. When guests' interaction with the staff is positive, they are satisfied and they provide positive reviews which build on the hotel's reputation, however, if the staff do not engage well with the guests and they have a bad experience at the hotel, they are less likely to give positive reviews. The other element includes quality of service which requires that the hotel staff ensure that guests receive exemplary attention in the way they approach them when they arrive, cater to their needs, and resolve any challenges they may encounter (Imrie & Fyall, 2000). Professional and impeccable service influences the perceptions that guests formulate and they positively impact the hotel's reputation (Antony, et al., 2004). Cleanliness is an imperative element that contributes to the attitudes formulated concerning the reputation of hotels. Clean hotels attract positive responses that positively impact their reputation and encourage loyalty that boosts hotel operations.



	
Element 3 - Communication 


	

	Hotel operations significantly rely on communication to enhance coordination and provide quality services to guests/customers. Four elements are essential when considering communication in hotel operations which include, guest communication, internal communication, feedback and surveys, and technological advancements. Internal communication is at the core of communication in hotel operations because it portrays how the staff work together and determines the success of operations within various departments. Guest communication is another vital component of communication that influences hotel operations in that, the way that hotels relate to their guests and customers influences their perception which determines their motivation to book a hotel or not. According to (Bardi, 2011) the first point of contact which is often the front office, that a guest interacts with communicates to them and it is expected that they demonstrate competency which would impact a lasting impression and bring out a positive attitude towards it. Feedback and survey are other elements of communication which guests provide towards hoteliers that are meant to enhance their performance (Mauri & Minazzi, 2013). Feedback impacts hotel operations as it has been realized that approximately 75% of respondents in a study done to evaluate the impact of feedback were influenced by comments made regarding hotels before they booked which demonstrated that the feedback directly impacts hotel operations and that the mode of communication from the guests through the same is an essential element in communication in hospitality. Technological advancement tools are a significant component of communication in hotel operations as they facilitate prompt response and enhancement of customer relations by offering personal experiences (Sigala, 2005).


	
Element 4 - Staffing 


	
Staffing in hotel operations impacts crucial aspects of hospitality including guests' satisfaction and hotel reputation. Key elements that are considered in staffing in hotel operations include training, employee motivation, performance analysis, and coordination. Staffing in hotel operations requires competent employees who meet the job description and can discharge their duties professionally and appropriately. An imperative element that sustains staffing is the training of staff that would enhance their skills and knowledge in their career in hospitality. According to (McGunnigle & Jameson, 2000), employees who undergo training and development in their hotels perceive a chance for career advancement which enhances commitment to the discharge of their duties. Therefore, it is an imperative element in enhancing hotel operations. Employee motivation is another component through which the morale of staff within the hotel industry is reinforced which increases their dedication to operations. Such motivation includes reward systems, or appraisals as stipulated by Klidas, et al., (2007) nurtured empowerment among employees. Performance analysis comprises constructive feedback that is provided to the employees regarding the manner in which they discharge their duties. It allows them to improve and through that, they advance in their skills and career which contribute to providing quality service to guests. Lastly, the element of coordination contributes to unity and teamwork among employees that enhance productivity in hotel operations as they cater to their responsibilities collectively and communicate with each other whenever help is needed which advanced effective hotel operations.
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