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To be a good member of a hotel front office desk, in my opinion, we need to focus and to be able to offer key skills like :

· Greeting and thanking guests in a sincere, friendly manner.
· Checking guests in on arrival and out on departure.
· Posting charges to appropriate guest accounts.
· Anticipating and addressing guests' needs, and resolving their problems and complaints.
· Assisting guests with disabilities.
· Operating switchboard and assisting with inquiries.
· Assisting the reservations manager with taking reservations.
· Collaborating and communicating with other internal departments to ensure guest satisfaction.
· Complying with company procedures and safety policies.
· Performing duties on a daily checklist.

 Adaptability and versatility are other key characteristics for this position.
The front office desk members are playing very often different roles such as housekeeper , concierge, managing with reservations and customers, being responsible for the well development off the reception activities and bartender if is necessary.
Profesionalism and pro in time management are another characteristics that they need to have when we are speaking about front office desk members. They give the first impression about the hotel in front off customers and as well they need to respect a dress code, to have a formal tone and to be ready to thank everybody and all the customers. As well their hygiene and apearence needs to achieve a high standard , as everyone who is passing trough their doors are meeting them as a part of the company. 

If you are a new entrant in this industry, the receptionist job skills mentioned above will be your guide to make your work easy to manage. 
The front office desk job is not a small one in my opinion ,as many skills needs to be putted in practice, you need to be able to deal with diffent tasks that sometimes if they don t work as a team they are not able to succeed with them. To be able to deal with all the situations , front office members are having some tips: break down the tasks, prioritize queries and work mindfully to keep your calm.
As a front office member you need to use many data programs . To know how to use them is a large benefit for you as a team member.
Therefore, receptionists should be prepared to learn and use these software tools.
As a receptionist, you should identify the root cause of a customer’s dissatisfaction and offer a solution. It would be best if you focused on the problem rather than focusing on the unpleasant feeling of the customer.  Aderemi-Ata (2022)
Sometimes there will be callers or frustrated visitors because they were not happy with the service or product. In this case, the receptionist has to stay calm while finding a solution to the problem. They need to be good listeners, to identify the cause of the problem, to find another solution for the problem  and to be creative to resolve the problems.

Receptionists need to have all the information regarding the organization they are working in. This is to be able to answer visitor queries accurately.
They should have information like:
Directions to different departments
Employees that are on leave
Business off-days and employee off-days.
Receptionists must keep an eye on who enters the building to ensure security. Similarly, they have to check the equipment that enters the premises, including USBs, laptops, and cameras. Visitor check-in and logging the relevant data is also a part of their duty. 
As the preferences of the customers are changing regularly, we , as members of a front office desk, in my opinion , we need to have an open mind, creativity and attracting the customers to become regular ones needs to be one of the most important skills. 
For myself , to be a part of this wonderful community is a life changing experience, I am gaining new skills day by day , and I am giving my best to become a great part in making customers happy. 
In conclusion, to be a front office desk member , means to be able to deal with many different situations, to be able to deal with them fast and correctly, in the same time to be responsible for other activities and priorities in your work place and to be able to learn new tips and things all the time .
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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?


	Creating an action plan for the day where we will make a list with everyone duties

	Making an action plan will improve the time on every each department and will make the day easier
	Making a list with duties and checking them regularly will be the most effective as ,like that, I will make sure that everything is running smoothly
	Discuss with you manager an emergency plan and make sure that you are applying it correctly

	
I will check everything to make sure that everything is running according to the plan of the day

	Checking every detail and everyone duties will make every department running according to the plan
	When we are checking every each detail , our plan will run effectively 
	Make sure to check everything as you are supposed to do it by your plan

	I will communicate with all the departments and I will make sure that everyone is understanting their duties


	Comunnicating their responsibilities and understanding my responsibility for the day as well will improve communication between departments
	Communication is one of the most important skill as a manager,and, making sure that everyone is understanding and respecting their duties will be a great way to demonstrate that you team is understanding your words and needs
	Give  everyone a list with their duties for the day and keep a copy for your self when you are checking

	
I will do everything that is necessary to do my own duties and to be a good example for my team

	Understanding your own main rule in the company and being responsible for your duties will lead to a good development of your team 
	Respecting your own duties and making them on the standars will give a good example to your team,but as well, you will represent the company to your customers
	Make your own duties on standards and ask if you need help

	
I will understand and respect customers needs and I will resolve every issue on the day

	Creating a good atmosphere for your customers and respecting their needs will lead to a great customer experience and as well , we will have a great review and a returning customer
	Being responsible for you customers needs is a high responsibility as you need to act fast resolving their issues and giving them the best experience ever
	Be a great example for your customers, come at work clean and tidy, be respectfull, polite , and don”t forget to make sure that you customers are happy with your team services



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 a software application for the operation of hospitality accommodations , sometimes being referred to as a hotel operating system. PMS provides  a centralized computer system  who is responsible organize ,schedule and perform the functions and transactions every day for a accommodation business. PMS was also customized for hospitality industry to increase the well development of operations. 
Functions managed by PMS are including automation of common tasks such: bookings , check in and check out, hotel inventory, security  and room locks, food and beverage costs, events planning, point of sale (POS) integration , telefhone system and reporting of key performance indicators(KPI) . 
Until recently, hotel PMS solutions were often managed on premises. On-premises solutions include hardware that can take up a lot of space. Resources were needed to manage the systems and software updates, upgrades, and patches that needed to be scheduled and installed manually by onsite staff.
Cloud-based, mobile-enabled hotel PMS platforms offer hotels an innovative way to engage with guests while enabling hotels to reduce IT costs and simplify their infrastructure. The systems are administered by the vendor and are easy to use. Updates, upgrades, and patches are done automatically, saving hotels time and money.






	
Element 2 – Hotel reputation


	Hotel reputation management is about monitoring and influencing how your hotel is perceived online. Your hotel's online reputation is vitally important to overall business, and staying on top of it can make a significant difference in how your property performs against the competition. There are a few tips that we need to follow as a hotel business :
-Stay active on social media.
-Engage with your audience in real-time.
-Optimize your website for search.
-Garner good reviews.
-Focus on digital marketing.
-Avoid negative reviews.
In the hospitality sector Hotel Reputation Management is crucial. It shapes how guests book, and respond to their stay, so hoteliers must take positive steps to ensure that the hotel’s reputation is built, and maintained. A good reputation earns the trust of potential guests, and confirms already existing relationships with past guests that converts into enhanced reservations, and increased profitability.
Building, maintaining and protecting hotel online reputation requires constant vigilance by management and staff. However the good news is that there is now a lot of hotel reputation management software available to assist human operators. These are all designed in various ways to track, analyse and respond to online reviews, and to frame strategic responses. All-in-one Hotel management systems also have a suite of products to help hoteliers collate guest responses which can positively or negatively impact the hotel’s reputation management. Using automation provides a more comprehensive monitoring of what guests are thinking and feeling, and alerts hoteliers to opportunities for reputation enhancement, or responses to reputational threats.





	
Element 3 - Communication 


	As it might seem that with the hospitality industry moving towards providing a digital guest experience, inside communication in hotels is no longer an essential point of attention. The truth is with all of the recent changes towards digitalisation and focusing on guest experience, communication in the hospitality industry is more crucial than ever, and now even on a larger scale. Your job now is to provide effective communication inside your company on multiple channels to create the best experience for your guests. 
Effective communication in the hotel business is a two-way process of exchanging opinions, knowledge, ideas, findings and data between the management and employees in a way that the message is received and understood clearly.
Two-way communication is absolutely crucial  to
· keep employees engaged and increase morale to keep the employees connected to the company
· solve problems better and faster
· encourage the free flow of information in both directions
· facilitate constant growth of both management and employees.
The goal of effective communication in your hotel is to provide working communication channels and to convey clear information amongst your team to create a better customer experience.
An important factor in delivering information effectively is to use the types of communication and the medium in the right way. This increases the odds of the receiver getting the message, understanding it correctly and remembering it. 










	
Element 4 - Staffing 


	Providing either a tangible or an intangible service product requires many different employees doing many different jobs. Most obvious are the front-of-house employees who interact with the guest. They are directly responsible for providing the value and quality of an exceptional experience because they are the interface between the guests and the company. Back-of-house employees or what is sometimes called the heart of the house help create the service experience. They fix the rides, cook the meals, clean the sheets, and so forth so that the guest’s experience meets or exceeds expectations. Management also plays a critical role. They hire the employees, train, evaluate, reward, discipline, celebrate, promote, and oversee all the other tasks that must be done to ensure that there is someone at the right time and place ready to serve the guest. Beyond these tasks, there are laws and regulations that must be followed; accounts that must be balanced; financial statements that must be created; strategies that must be developed and implemented; marketing and sales that must be done.
	While many people are involved in the delivery of any service experience, it is the frontline or customer-contact employee, with whom the guest interacts, that has the most direct influence. This employee—the front desk agent, the restaurant server, the character at a theme park, the driver of the bus, the flight attendant—is frequently the one that can turn a guest experience into a wow that is memorable. This can be done in a variety of ways, but one way is to add something extra and unexpected to the experience.
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