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	Working in the front office is a very important part of the business as you are the first contact to customers through phones and face to face. There are many key skills required to perform the job correctly and efficiently. One of the main and most important skill required is confidence, you have to be confidence in yourself and be confidence on your job, you must be confident enough to know what your doing if not then get more training. 
Another key skill required is communication, front office is the heart of hotel management and it must communicate with customers and to keep the business running smoothly it must communicate with other departments and staffs.
Time management is another key skill, as the rooms must be cleaned by a certain time of the day and customers must be checked out by a certain time. The front office staff must keep a time management plan to make sure all departments are running smoothly and on 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?


	Ask the manager what needs doing and communicate with other department managers and let them know that the manager is off sick


	Make sure I have everything written down, so I don’t miss anything, ask for help if I need any and keep communicating with everyone
	I think communication is the most important skill required for working efficiently, I will communicate with everyone to make sure im doing it right
	I will make sure next time the manager is in, I am trained properly and make quick notes of what needs to be done when the manager is off and who to report to

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	Property management system is a very important part of the hotel management. This is a built-in app which can hold all customer information, room details, it also can manage rooms which are empty, and which are full. Through this property management system, you can send information from one department to another department. For example through this system you can let the housekeeping know which rooms the customers have checked out and needs cleaning also through this system the housekeeping can keep the front staff updated on which rooms are clean and ready for customers.







	
Element 2 – Hotel reputation


	Hotel reputation is very important, good reputation can lead to more customers and more profit and business. Bad reputation can bring the business down and eventually close its doors as there wont be enough profit to run the hotel smoothly. Customer reviews can make and break your business, in hotel industry customer reviews are very\ important, if a bad review is left by a customer it will affect the business as other customers will read it before making a booking, it is best to deal with the bad review and try to resolve it as soon as possible and wright resolved next to it. Good reviews also affect the business, this will make the customers feel more confident before even arriving at the hotel. All advertisements must meet the same standards and advertised as it is in the hotel.







	
Element 3 – Communication 


	Communication is very important part of any businesses especially in the hotel industry. Communicating between one department to another to keep the business running smoothly. Communication can be face to face or though video call, it can be through emails and letters. Communications can be through your body language, through the way you react to a situation and how you deal with it. 







	
Element 4 – Staffing 


	Staffing is very important in every business. If there isn’t enough staff then the business wont run efficiently. The business must make sure there are enough staffs in every department so they can meet the standards required. The staff must be fully trained for the job and help and more training should be available if they require it.
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