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	The efficient functioning of a hotel depends on a wide range of duties that make up hotel administration. It entails supervising numerous departments, including housekeeping, food and beverage, and maintenance, managing the hotel's finances and human resources and assuring compliance with health and safety standards (Wodak, 2017). The front desk, sometimes referred to as the front office, serves as the hotel's public face and the first point of contact with visitors. The front desk personnel is in charge of checking guests in and out, responding to their questions, and handling any problems that could occur while they stay. The front office guarantees client happiness and contributes to the hotel's success (Yang, 2019). The assignment will answer three questions about the front desk and hotel administration.
The reception area or service counter in a hotel, office, or other establishment that acts as the primary point of contact for patrons, clients, or visitors is referred to as the front desk. A receptionist or customer service agent who handles a variety of duties typically works at the front desk. The front desk is often situated close to the main door and serves as the establishment's first point of contact with customers.
As the face of the hotel and the first point of contact for visitors, working at the front desk calls for a unique set of abilities. Regarding the Hilton's front desk duties, below are some essential skills needed to work at a hotel front desk.
The first aptitude is verbal exchange. Front desk staff must be excellent communicators because they deal with visitors daily. The front desk employees must be able to comprehend customers' demands and give clear, professional responses to inquiries and informational requests.
An essential ability for a front desk manager to possess is problem-solving. Employees at the front desk must be able to handle complaints from visitors and address any problems that might develop while they are there. For a solution to be found, this calls for strong problem-solving abilities and the capacity for critical and creative thought (Solomon, 2018).
Today, hotels place a high value on attention to detail, and front office staff especially need this talent. The front desk staff is in charge of accurately processing visitors' check-ins and check-outs, which includes checking guest information, assigning rooms, and collecting money (Tesone, 2015).
An employee at the front desk should be proficient with computers. The front desk personnel at Hilton manages reservations using a reservation system, and they need to be adept computer users to get data on room rates and availability.
Another crucial ability is time management. Staff at the front desk must be proficient time managers because they are tasked with managing multiple duties at once, such as check-ins, check-outs, and responding to enquiries from visitors.
Reflecting on my time at the hotel front office, I understand the value of good customer service, clear communication, and attention to detail in ensuring visitors have a pleasant experience. Front desk employees have the chance to establish a positive first impression on visitors and set the tone for their whole stay as they are their first point of contact. Being amiable, personable, and attentive to visitors' demands is crucial. Since front desk employees may run across and need to address guest complaints, the position also calls for good problem-solving abilities. Overall, being a front desk employee in a hotel involves a unique set of interpersonal, technical, and customer service skills, as well as the capacity to offer top-notch guest service.
In essence, the front desk is responsible for selling hotel services. An excellent front desk employee needs to be skilled in sales. The front desk personnel at Hilton is additionally educated to upsell customers on the hotel's amenities, such as upgrading to a higher room category or getting extra services like dining packages or spa treatments.
The front desk employees can benefit from having a thorough understanding of hospitality management ideas and principles, such as customer service and guest relations, as they engage with visitors and oversee front desk operations. To handle the front desk operations at Hilton, it is possible to use the knowledge of front office practices, such as room assignments, billing, and hotel information systems, in a realistic context (Johnston et al., 2012).
A front desk position at a hotel demands a unique set of abilities, including effective communication, first-rate customer service, problem-solving, computer competence, time management, and sales abilities. Front desk workers may play a crucial part in ensuring customers have a great experience and contribute to the hotel's success by efficiently managing front desk functions and applying theoretical knowledge in a practical context. 
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Component Two:
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?


	· My top goal to ensure a seamless and effective operation would be to become familiar with the front desk policies and systems, including check-in/check-out protocols, room assignments, and visitor enquiries.
	· I would get in touch with more seasoned coworkers and ask for advice on handling any difficulties that might arise while working. Working with coworkers will ensure that everything goes off without a hitch.
	· I can ensure that every front desk component is handled consistently and effectively by depending on the standard operating procedures, which is crucial for giving guests a flawless experience.
	· I would collaborate with the management group to create a backup strategy in a similar situation.

	 To ensure all front desk duties are handled, and customers receive the most excellent service possible, I would delegate particular responsibilities to my coworkers, such as managing check-ins and check-outs and taking phone calls.

	· The front desk employee must think ahead to the demands of the visitors. To deliver first-rate customer service, I would keep an eye on the front desk's activities and be prepared to address any requests or questions from visitors.
	· I can benefit from the wisdom and expertise of more seasoned colleagues by asking for advice to use in my position as a front desk employee. 
	· I support giving front desk employees cross-training so that any employee can fill in and handle the front desk's responsibilities.

	Maintaining a professional and welcoming approach while representing the hotel, smiling while greeting customers, and delivering correct information to provide a great guest experience is critical.

	· I would record any problems or difficulties during my shift and report them to upper management for fast resolution. I would  use a logbook or designated software to record detailed information about the situation, including date, time, and a brief description of the incident and document any actions taken to resolve the situation and the outcome of the resolution.
	· I can deliver excellent customer service and improve the visitor experience by anticipating customers' needs and acting proactively to meet those needs. 
	· Additionally, open lines of communication should be established between front desk staff and senior management, enabling the manager to be promptly reached in an emergency and find a solution as soon as feasible.

	Maintaining organisation and prioritising activities without a manager present is essential to ensure everything is noticed. The front desk will continue to run well if there is a checklist of chores that need to be finished and each task is completed promptly.

	· I would utilise technology to its fullest. A decent hotel front office software will provide the tools my staff needs to be successful. I would use hotel management software to manage reservations, check-ins and check-outs, and room assignments and utilise electronic databases to access guest information, including preferences and special requests, to enhance the guest experience.
	· I can give visitors a favourable impression of the hotel and foster a friendly environment by acting professionally. I can greet guests warmly and professionally, using their names whenever possible and listen attentively to guests' needs and questions and provide accurate and helpful information.
	· I would look at how technology may improve front desk operations and make it simpler for employees to perform their tasks. 

	To ensure guest happiness and uphold the hotel's reputation, I would escalate the situation to top management for rapid resolution in case of any complicated or urgent difficulties.
	· I would order my priorities. Every employee will only benefit if responsibilities are appropriately prioritised and structured. I would respond to guests' needs and requests. This is the most important priority as it directly impacts guest satisfaction and maintain a clean and organized front desk area. A tidy and organized front desk creates a positive impression on guests and makes it easier to handle tasks efficiently.
	· Any problems can be resolved quickly and effectively if incidents and obstacles are appropriately documented and reported. I am confident that I will successfully represent the hotel and give visitors outstanding service by adhering to this service.
	· I also advise routinely evaluating and updating the front desk's standard operating procedures (SOPs). This will lessen the effects of unforeseen absences and guarantee that business operations go without a hitch, even under trying circumstances. 



Component Three:
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 a computer software that streamlines hotel administrative and reservation management processes. The most crucial duties are front-desk tasks, reservations, channel arrangement, housekeeping, occupancy and rate management, and processing payments.
In the hospitality sector, the term "PMS" (Property Management System) refers to a software programme that assists hotels in managing different facets of their business, including guest information, room availability, pricing, and reservations (Seal, 2013).
PMS aids hotels in streamlining their procedures, boosting productivity, and improving the visitor experience. A PMS system, for instance, would enable front desk workers to access guest information instantly, modify room assignments, and control room inventory and pricing in real-time. For a complete picture of hotel operations, it can also link with other hotel systems like billing and accounting software.
Additionally, PMS may assist hotels with revenue management by giving them information on demand trends and occupancy rates so they can make strategic price decisions. Providing guest data and enabling hotels to customise messaging and offers can also aid marketing initiatives (Rosenberg and D., 2017).
One advantage of PMS is that workers can access it from any location, which makes it simpler for hotel staff to manage operations and attend to visitor demands even when they are not on-site.
PMS is essential for hotels aiming for better operations and guest experience. PMS aids hotels in streamlining procedures, boosting efficiency and making data-driven choices by offering a consolidated platform for managing critical hotel services.



	Element 2 – Hotel reputation

	
Sales volume is directly influenced by reputation in the highly competitive climate of the hospitality sector. Management of hotel reputation effectively gives hotels a competitive edge. On the other hand, a bad online reputation may result in significant losses (Jalbani, 2017).
A hotel's success is greatly influenced by its reputation, which affects customer choices and, eventually, the bottom line. A hotel's reputation is developed through several factors, including service quality. Building a good reputation depends heavily on the level of service offered by hotel workers, including the front desk, housekeeping, and restaurant service. The upkeep and cleanliness of the hotel's rooms, public spaces, and facilities are essential in determining how guests perceive the establishment.
The comfort and conveniences provided to visitors, such as bedding, in-room amenities, and recreational amenities, also impact a hotel's reputation. An essential aspect of a hotel's reputation is the calibre of its food and beverage options, including in-room dining, restaurants, and bars.
A hotel's location, notably its proximity to well-known tourist destinations, is crucial for drawing customers and developing a solid reputation. The internet reputation of a hotel is quite essential in the current digital era. Positive reviews and ratings can improve a hotel's reputation and social media posts, whilst unfavourable comments have the opposite effect.
The hotel's reputation may be significantly impacted by the quality of its guest service, mainly by how quickly requests and complaints are addressed.
The success of any hotel organisation ultimately depends on creating and keeping an excellent reputation. A hotel's reputation can be substantially improved, and increased guest numbers can be attracted by emphasising high-quality amenities, services, and comforts (Balmer et al., 2015).


	Element 3 - Communication 

	
The hospitality sector places a premium on practical communication skills since they can be used to establish relationships with visitors, settle disputes, and improve visitors' experiences in general.
A hotel's successful operation and the enjoyment of its guests depend on effective communication. Inter-Departmental Communication is one of the essential components of communication in hotel operations. To make sure that all customers' wishes and requirements are satisfied, it is necessary for departments like the front desk, housekeeping, and maintenance to communicate with one another. The hotel should communicate with customers straightforwardly and efficiently, answering their questions, resolving any concerns, and giving them clear directions and advice (Raghubalan and Raghubalan, 2015).
Ensuring employees know their obligations and the hotel's policies and procedures requires clear communication between management and staff. To ensure that visitors and staff are secure in the case of an emergency, the hotel should have a clear and efficient emergency communication strategy in place.
Technology may improve communication and streamline processes. Examples include property management systems and guest message systems. It is crucial to teach them efficient communication techniques to ensure that staff can communicate effectively with guests and other employees (Suen, 2012).
In conclusion, good communication is essential for a hotel's seamless functioning and increased client pleasure. To improve communication procedures, the hotel should prioritise inter-departmental, guest, staff, and emergency communication.





	Element 4 - Staffing 

	
For someone to be hired for a job, their abilities must fit the requirements for that position. This is known as staffing. A hotel's workforce is crucial to its operations and significantly impacts guest satisfaction and the bottom line.
The essential components of hiring for hotel operations are to ensure that the right people are chosen for the proper roles; the hotel should have a thorough recruiting and recruitment procedure. To guarantee that personnel have the abilities and knowledge required to carry out their responsibilities successfully, suitable training and development opportunities must be provided (Sawday, 2018).
The hotel should have plans to encourage staff members and keep them on board, such as competitive pay and benefits packages and a supportive workplace atmosphere. To guarantee that guests' needs are handled promptly and efficiently, adequate personnel levels and appropriate staff scheduling are essential. A well-defined and efficient employee relations programme should be in place at the hotel to handle any problems or worries that staff members may have and to foster a supportive work environment (Mogelonsky and Mogelonsky, 2020).
In the event of employee attrition, the hotel should have a succession planning scheme to guarantee that suitable people fill critical roles. A thorough health and safety policy should be implemented to ensure that workers are safeguarded while on the job.
A hotel's personnel is crucial to its operations and significantly impacts customer satisfaction and the bottom line. To ensure it has the proper people in place for the job, the hotel should prioritise hiring and recruiting, employee development and training, retention and motivation, staff scheduling, employee relations, succession planning, and health and safety.
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