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	Introduction
The front office is the most essential department of the hotel business. The front office has significance for the organisation as it directly touches the customers. It is the first place where customers come to get the service (Aprianto, 2018). The front office includes different components such as the front desk, health club, business centre and so on. Front office representative has different roles and responsibilities working for the improvement of the service of the hotel business. Receptionists work in hotels and directly interact with customers for departure, arrival and during staying. 
Skills required working the front desk in hotels;
As front desk staffs work directly with guests in the hotel, there are some core skills required for improving service and satisfaction of the customers and building a reputation. The skills for the front desk job are described in detail here: 
· Communication skill: This is the most essential skill required to work at the front desk in hotels. This skill helps staff to communicate with new and existing guests for their service. Front desk staffs need to interact with guests by phone, email or physically which require good communication skill both oral and written (Aprianto, 2018). The front desk requires to book a hotel, discuss hotel prices, and solve problems, which need this skill. Effective communication with guests helps to ensure the satisfaction of the guests and increases reputation. It helps to work in a team and solve the problems of guests properly for their satisfaction. 
· Problem-solving skills: Front desk staffs require problem-solving skills as they need to deliver positive experiences to the customers. Guests may face different problems before, during and after service and front desk staff must have to solve them. For example, guests may face incorrect rooms, food problems, internet connection problems damaged key cards, not cleaning rooms and so on. Here, problem-solving skill helps to provide a solution to them to ensure customer satisfaction. 
· Teamwork: Collaboration at the front desk is must need skill for every staff as it improves the productivity of the organisation. Teamwork supports completing the task on time and ensuring better results. It helps to collaborate with colleagues and managers for better service for customers. The front desk requires teem working for planning, and solving customer’s problems immediately (Aprianto, 2018). For example, a customer has placed a complaint about not delivering an effective cleaning service. Here, receptionists will take note of compliance, and then send it to the supervisor and the supervisor will communicate with the cleaner for immediate service which is an example of teamwork. 
· Attention to detail: the front desk employees should be detail-oriented. As front desk employees need to do several tasks and they need in detail for ensuring quality service. They conduct paperwork issues, busy shifts, void payments and so on. They need to focus on details for preventing any kind of problems in future or current service (Au.indeed.com, 2023). Attention to detail requires when they follow multitask as they can make mistakes. 
· Leadership: Another skill required to work in front desk operation. Leadership is the skill which mainly works on leading a team and controlling a team. There are several problems and jobs available at the front desk and teamwork can solve them, Leaders can work for managing the teamwork. A leader works by assigning jobs, rotating duties, breaks during work, time management, and motivating staff to improve service. Quality leadership supports improving the service and ensures customer satisfaction. It improves the interaction with customers in the workplace. 
· Technical skill: Front desk staffs need to work on computers and use technologies for delivering service (Au.indeed.com, 2023). For example, front desk staffs book hotels for guests, online payments, input information etc. All these help to ensure quality service for the guests. To do the jobs, the staffs need to have technical skills. Technological skill helps to record customer information accurately which improves service for the hotels. 
· Adaptability and flexibility: Changes in hotel front desk service are a common issue and front desk staff must have to be flexible and adaptable. Employees need to work through shifts in the hotel and staff must have to flexible to work at any time. Hotel management may design new timetables, changes locations, and strategies that the front desk staff must adapt to them (Knapp, 2014). This will create positive work culture for the employees. 
Conclusion
The quality of the front desk impacts positively the service quality. Here, front desk staff must have to improve their skills and knowledge for ensuring customer satisfaction. When hiring an employee for the front desk in the hotel, some skills must have to ensure which will help to improve the service and customer satisfaction. 
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Component Two
	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?

	Assuming the role of an authority figure, it would be imperative to ensure that the lobby area is consistently maintained in an organised and functional manner. Upon entering, individuals would likely form a positive initial perception as a result of this (Buhalis et al, 2021).
	My approach would involve a comprehensive examination of the hotel's policies and procedures, in addition to acquiring a thorough understanding of its range of amenities (Buhalis et al, 2019). The training resources including manuals, checklists, and materials provided by the manager could prove to be of immense value in acquiring knowledge about the hotel's operations.
	The proposed approach involves creating a prioritised checklist of tasks and developing a concise and impactful brief for the visitor. This enables the front desk associate to allocate their finite resources towards their optimal utilisation (Bama et al, 2022). The hotel's services are arranged in a coherent sequence, facilitating customers' prompt comprehension of the hotel's principles and benchmarks.
	In the case of a manager's incapacitation or nonattendance, I will maintain a roster of essential personnel who are prepared to assume their responsibilities. The list ought to comprise the names and contact details of all principal management and supervisory personnel affiliated with the hotel (Sanabria-Díaz et al, 2021). This personnel have the potential to substitute for managers during their absence, thereby averting any disruptions in the hotel's services.

	
My demeanour would be characterised by professionalism and friendliness as I attend to visitors and their needs. This approach could prove advantageous in cultivating an amicable rapport with guests and promoting a hospitable ambience (Yu et al, 2017).

	Assuming the responsibility of managing the hotel's bookings, I would ensure the seamless operation of all related processes. It is imperative to allocate a just proportion of the available rooms to the guests while ensuring that the rates are commensurate with the prevailing market conditions (Baum et al, 2020). Familiarity with the intricacies of the reservation system is imperative for ensuring efficient operations.
	The strategy emphasises the importance of establishing transparent channels of communication and fostering a culture of shared responsibility among the front desk and other departments within the hotel. Establishing open channels of communication is the sole means of promptly and efficiently resolving guest issues and satisfying their needs (Shafiee et al, 2020). This factor contributes to maintaining a heightened level of visitor satisfaction.
	A cross-training system would be implemented across various departments within the organisation. The implementation of cross-training initiatives would facilitate the acquainting of employees from various departments with the rudimentary aspects of managing the reception area. In times of necessity, proficient personnel can substitute for the front desk agent (Kaushal et al, 2021).

	My role would entail addressing inquiries and issues that may arise among visitors, as well as furnishing them with the necessary information (Buhalis et al, 2021). In the scenario where patrons express dissatisfaction with the services or amenities provided by the hotel, I will promptly take action to resolve the issue by serving as an intermediary between the guests and the pertinent departments.
	To ensure prompt resolution of guest requests or concerns, it is imperative to keep the cleaning, maintenance, and kitchen departments informed. This form of collaboration ensures that guests will experience a satisfactory sojourn.
	The proposed approach entails the continuous monitoring of hotel booking platforms and the documentation of financial metrics, including revenue, customer feedback, and inventory levels (Shafiee et al, 2020). The implementation of proper booking procedures, close monitoring of inventory levels, and prompt response to guest feedback are crucial factors that collectively contribute to the satisfaction of the clientele.
	It would be ensured that all front desk personnel comply with the established operating procedures and regulations. The policies and procedures would serve to record the common challenges, inquiries, and resolutions that front desk personnel encounter while assisting clients. The implementation of a systematic approach would facilitate the formulation of a comprehensive plan for effectively addressing issues and mitigating the risk of visitor dissatisfaction (Sanabria-Díaz et al, 2021).

	Maintaining an accessible means of communication with visitors is imperative to foster a sense of acknowledgement and comprehension. By demonstrating attentiveness towards the wants and requirements of customers, it would be possible to offer a distinctive service experience to each individual (Yu et al, 2017). This would involve addressing their concerns and thoroughly responding to their inquiries.
	I would ensure vigilant monitoring and replenishment of supply levels as required. Preserving fiscal health necessitates the prevention of inventory losses and theft (Buhalis et al, 2019).
	The establishment of a contingency plan enables the assurance of a swift and efficient resolution of the matter in subsequent occurrences. The implementation of a contingency plan ensures the hotel's operational efficiency in the event of management unavailability. This is achieved through the maintenance of standard operating procedures and guidelines, as well as cross-training personnel in multiple areas (Bama et al, 2022).
	It would be ensured that the daily performance reports are precisely documented and submitted. It is possible to monitor and keep records of guests, financial transactions, and stock levels. In the event of an unforeseen absence, the substitute manager would highly value being provided with this information to effectively address any unresolved issues, outstanding payments, or guest inquiries (Kaushal et al, 2021).

	The level of service rendered to clients must surpass their anticipated standards. Given the chance, I would endeavour to deliver exceptional service to all of my guests. It is my firm conviction that by implementing these measures, the hotel would be perceived favourably by its clientele.
	The author proposes maintaining comprehensive documentation of daily performance evaluations, encompassing customer feedback, financial transaction summaries, and stock-level analyses (Baum et al, 2020). The practice of maintaining records will assist the hotel administration in delivering timely assistance in the event of any issues.
	The preservation of the hotel's reputation and the assurance of guest satisfaction are contingent upon my approach to ensuring that the hotel is proficiently presented to guests, that hotel operations are executed with efficacy, and that a viable contingency plan is put into effect. The implementation of these methods may lead to enhanced productivity and customer satisfaction, as they promote a structured, cooperative, and methodical approach.
	I would monitor all proceedings to offer guidance on successful strategies and furnish data that could inform subsequent approaches. Consequently, improved planning of forthcoming events can be achieved, while the impact of the lack of management can be mitigated.
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Component Three: Describe the key elements that are required when considering these four elements of hotel operations
[bookmark: _Toc135685586]Introduction
Hotel administration and front office staff of a hotel are crucial to its success as well as the satisfaction of its guests. In this paper, we'll look closely at four areas critical to every hotel's daily operations: property management software (PMS), hotel reputation, lines of communication, and personnel. Hotel managers and experts who fully grasp these components and their relevance will be better equipped to face the industry's difficulties and push operational excellence forward.
	Element 1 – Property Management Systems (PMS)

	The Element 1 is Property Management Systems (PMS). PMSs are critical technical solutions that streamline procedures and improve communication across departments in a hotel. Accommodations, visitor check-in and check-out, managing room inventories, charging guests, and generating reports are just few of the many features that make up a property management system (Choi & Chu, 2019). Hotel operations, customer service, as well as handling revenue may all benefit from the use of a powerful property management system (Kandampully, Zhang, & Bilgihan, 2015). PMS also facilitates efficient communication and resource distribution between the front desk and other departments. In addition, a high-quality PMS gives hotels access to insightful data and analytics that can be used for preparing and making decisions. Key performance measures including rates of occupancy, earnings per available space (RevPAR), and customer preferences may all be tracked by hotel managers with the help of a PMS's extensive reporting capabilities. These discoveries help hotels see patterns, comprehend patron habits, and modify offerings to satisfy individual needs. Billing, a invoices, and financial tasks are all streamlined and made more error-proof thanks to a PMS's ability to automate these operations. Staff members may effectively handle bookings and increase income by using up-to-the-minute information on accommodation pricing and availability (Morrison & Morrison, 2018). 

	Element 2 – Hotel reputation

	Element 2 is the discussion of Hotel Reputation. A hotel's reputation is crucial in luring visitors, creating loyal customers, and generating income (Choi & Chu, 2019). Reputation is the sum of several parts, including excellent service, happy customers, a good impression of the business, favourable reviews, and active social media profiles. The success of a hotel depends on its ability to consistently satisfy its guests by meeting their various needs. Consistently providing excellent service is essential for building a solid reputation and gaining an edge in the market via word of mouth, repeat customers, and good internet evaluations. Furthermore, in today's digital world, internet reviews as well as social media presence have a significant impact on a hotel's reputation. Travelers increasingly depend on review websites like TripAdvisor, Yelp, & Google Reviews when deciding where to stay (Sigala & Katsaris, 2017). Hotels may improve their internet image by keeping an eye on guest reviews and comments and providing a timely, courteous response (Panagiotis & Christos, 2017). There is a direct correlation between the number of reservations a hotel receives and the number of positive reviews and ratings it receives online. Engaging with visitors on social media, posting interesting material, and highlighting special features are all great ways to boost a hotel's online image. Building a strong reputation, encouraging customer loyalty, and eventually increasing income may all be accomplished by encouraging a culture of service excellence among employees and routinely surpassing guests' expectations (Ahmed & Hassan, 2019).

	Element 3 - Communication 

	The last one is Staffing. The success of a hotel's operations is directly proportional to the quality of the employees hired. Having enough people on hand with the right abilities is crucial for providing outstanding service to guests (Kandampully, Zhang, & Bilgihan, 2015). Candidates for management and front desk positions in hotels should have their credentials, abilities, and personal traits prioritized throughout recruiting and hiring procedures. To better serve guests and keep up with changing industry standards, it is essential to provide personnel with continuous learning and growth opportunities. The success of a hotel's operations depends in large part on the enthusiasm, contentment, and productivity of its staff. The highly regarded Ritz-Carlton Hotel Company is an excellent case study in efficient personnel management (Johns & Susskind, 2017). The Ritz-Carlton is committed to hiring and retaining staff with not just the technical abilities and experience required, but also an authentic passion for providing exceptional service. Candidates go through a series of interviews and tests to verify they share the company's commitment to excellence in both product and service. Workers are put through intensive training that includes the renowned "Ritz-Carlton Mystique" course before they are allowed to serve guests (Tanford & Pennington-Gray, 2019). The Ritz-Carlton is able to maintain its reputation for excellent service because of its dedication to its employees' professional growth and training (Ahmed & Hassan, 2019). 

	Element 4 - Staffing 

	The last one is Staffing. The success of a hotel's operations is directly proportional to the quality of the employees hired. Having enough people on hand with the right abilities is crucial for providing outstanding service to guests (Kandampully, Zhang, & Bilgihan, 2015). Candidates for management and front desk positions in hotels should have their credentials, abilities, and personal traits prioritized throughout recruiting and hiring procedures. To better serve guests and keep up with changing industry standards, it is essential to provide personnel with continuous learning and growth opportunities. The success of a hotel's operations depends in large part on the enthusiasm, contentment, and productivity of its staff. The highly regarded Ritz-Carlton Hotel Company is an excellent case study in efficient personnel management (Johns & Susskind, 2017). The Ritz-Carlton is committed to hiring and retaining staff with not just the technical abilities and experience required, but also an authentic passion for providing exceptional service. Candidates go through a series of interviews and tests to verify they share the company's commitment to excellence in both product and service. Workers are put through intensive training that includes the renowned "Ritz-Carlton Mystique" course before they are allowed to serve guests (Tanford & Pennington-Gray, 2019). The Ritz-Carlton is able to maintain its reputation for excellent service because of its dedication to its employees' professional growth and training (Ahmed & Hassan, 2019). 


[bookmark: _Toc135685588]Conclusion
Hotel management and front desk operations rely on a number of interrelated factors that must be taken into account for the hotel to run well. Property management systems (PMS) help to centralize administrative tasks and improve communication between groups. The success of a hotel may be measured in part by the satisfaction of its customers and the number of favorable reviews it receives online. Staffing with trained and motivated personnel is vital for providing outstanding guest service.
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