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Component 1 

Introduction

Customer service is a critical process in relation to hotel operations due to the fact that it has an impact on how satisfied visitors are with their stay and services in hotels. Customer service formally begins when a guest checks in or makes a reservation. All of the operations that ensure visitors are induced to a particular hotel are carried out in the front office. A facility's reception room, front desk, or primary operations division are all regarded as components of the front hotel office. The front desk is where guests always check-in (Ipsen et al., 2021). This area mostly represents how a hotel is seen by the general public. Hotel management should be aware of the components that make up the front office, the function of the staff who work there, the relationship between the front office and other hotel departments, the abilities and expertise of the front office team, as well as the various requirements of each type of visitor (Tramontano, Grant and Clarke, 2021).

Front Office Staff Roles

A hotel's front desk represents the business to the general public. Thus, those who have direct contact with visitors are front office staff in a hotel. Reservation managers oversee the hotel's daily bookings starting with reservations made at the hotel, occupancy estimates, and pertinent data on available tours and other essential itineraries (Madakam, Holmukhe and Jaiswal, 2019). The reservation manager delegates duties and tasks to the reservations team. The manager of reception oversees the front office's reception area. All staff members' duties and tasks in the reception area are under the control of the reception manager. Staff members in the reception area have responsibilities for welcoming, assisting, and directing guests as well as upholding current front office standards (Oberländer, Beinicke and Bipp, 2020). 

In addition to ensuring that customers get and send mail as needed, the guest service team also collects comments and ideas. Another essential part of the front desk personnel in hotels is the night audit staff. The night audit team is in charge of monitoring all hotel activities at night. Putting up pricing for various services, ensuring the hotel's operations go without a hitch at night, and assuring the safety of the visitor while they are a guest are a few examples (Ferreira et al., 2021). The communications team plays a critical role in the front office's operation. The hotel's full communication system is maintained. The communications manager sees to it that the personnel in this area, including the telephone employees, are adequately educated. The internet, the phone, and the facsimile machine are just a few examples of these communication services (Charalampous et al., 2019). 

Skills and Knowledge of Front Office Team

The first and most frequent interactions between visitors and hotel workers occur at the front desk. The front desk welcomes visitors, verifies their payments, and ensures they receive the proper services while they are staying there. It also acts as the hotel's public face. Just because of this, the hotel's front desk requires knowledgeable personnel (Geovani et al., 2021).

The front desk worker should have excellent communication and interpersonal abilities. It seems reasonable that this criterion exists because the workforce interacts directly with customers. Because of this, delivering top-notch customer service is highly valued in the hotel sector (Swanson et al., 2020).

Even local hotels need workers who can speak a number of languages to assist the guests. Together with possessing great verbal and written communication skills, front desk workers should be neat and well-dressed. The front desk workers must be neat and attractive because they are the first set of individuals a customer encounter. The front desk employees, notably the receptionists, embody the hotel's brand image (Buomprisco et al., 2021).

Other qualities that are crucial for the front office team are organization, teamwork, and sales skills. When working, front desk staff members advertise and market the hotel's brand. As a result, it follows that staff members must be able to recall client programmes and convey sales and marketing of the services they offer (Grant et al., 2019). 

Conclusion

The front desk of the hotel serves as its public face. Hotels are affected for a long time by the arrival of guests. The front office consists of a reception area, cashiers, guest service, and information desks. The front desk team is responsible for welcoming, assisting, and saying goodbye to guests. They also give newcomers information and market and sell hotel services. The personnel should be organised, competent to solve problems, and have strong communication abilities. They ought to cooperate as a team. Teamwork is demonstrated through the front desk staff's collaboration with different departments to offer their clients high-quality services.
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Component 3

Element 1 Property Management System (PMS)

A software application based on which managers of a business can get a certain level of help in managing their finances, guests and bookings is termed a Property Management System (PMS). It is one common software that is commonly used in hotels, but breakfasts, beds, hostels, and vacation rentals are some other areas where this software is used. Both money and time are saved by the hotel management based on the use of this software because it helps in making all tasks automatic such as accounting, guest check-in/check-out, and reservations. Valuable insights will be given in this perspective of improving their hotel business. It is noted that slightly different features are shown by each of the PMS solutions that are available in the market. For hotel management, it is one important aspect of selecting the right one (Wang, Meng and Zhang, 2021). The following are some important points that should need to be considered:

Cloud-based vs On-premise

To identify if it is cloud-based software or traditional-based software, it is essential for PMS hotel managers to understand it. If they are cloud-based, then most PMS will be mentioned, and if not, then before committing to related services, managers can ask simply. 

Support system

Readily available and helpful customer support is a key part of an ideal property management system. A history of reliable support for customers could be associated with a PMS, and to get in touch, a piece of detailed information is connected to it. 

Easy and simple Integration

A PMS is needed by hotels to integrate current legacy-based systems in an easy way, and operations are then modernized based on this system. A property management system is then looked at by managers that should have the capacity to integrate with other applications and systems, and software that is needed by the hotel. For integrations with different systems, including financial level integration, booking engines, POS systems and CRM software, it is important to look at some essential and critical integrations. 

Reliable Property Management

In hotel running, one important thing that is needed is realizing that there is no room for making errors. So a reliable PMS system should be selected and chosen by the business. Peace of mind is provided by a reliable PMS that eventually helps in the smooth running of the hotel (Guillet, 2020). 

Element 2 Hotel Reputation 

How a hotel is perceived online is influenced and monitored based on hotel reputation management which is based on the optimization of sites for research, engaging and posting on social media and tracking reviews sites and more. Attention to the guests is one aspect that needs to be maintained by hotel management. 

• Training is a must for staff in the hotel so that all those aspects can be covered and managed that help in providing the best guest experience. This may be based on giving focus on their needs and seeking positive feedback. 

• A certain level of focus should need to be given by the hotel to specific demands and needs of guests and customers, so at this level, preferences should be added to the systems 

• It is also very important for the hotel to respond to comments that are made on a personal level, and generic responses must need to be avoided at this level (Lai, 2019). 

• The promoters of the hotel will include those guests who will be happy with the services that will be provided to customers, and they will ensure that they have posted positive reviews of the hotel on different platforms. 

• All kinds of negative reviews must be seen in a positive manner because they could be considered as starting points for development and improvement on a constant basis.

• Relative software can be used to include technology in increasing the effectiveness of the managerial processes of the hotel (Anagnostopoulou et al., 2019).

Element 3 communication 

The success of any business in the hospitality industry depends on the capability of communicating in a concise and clear way with industry professionals, guests and staff. It will be more likely for hotel managers who communicate expectations and vision effectively by the hotel manager. 

Based on the development of a better level of understanding of the needs and demands of both guests and teams, it is expected the managers of creating an effective and robust environment that could be considered to be accommodating and welcoming. In any level of the workplace, it is noted that one important aspect is considered effective communication, but it is perceived as one essential and significant quality for hotel managers (Hadi, 2023). 

The level of importance and significance of verbal and non-verbal skills in communication cannot be neglected in this age of electronic communication. 

A guest's experience could be enhanced based on practical and excellent communication skills because these skills will help in listening to other people in an effective way, and they give more value to clear messages and feedback (Krizanova et al., 2019). 

Element -Staffing

A process based on which eligible employees in an organization could be recruited is called staffing in the company, and this is done for a specific position of the company. Staffing means the operational process of hiring people in the company in management, and it is done based on the evaluation of their knowledge and skills. The main focus that needs to be given by the management is based on recruiting the right people with the right skills and experience. All of the staffing components should need to be considered and focused such as employment, selection and recruitment from the standpoint of applicants for the job. One important thing that should be focused on is considering things from the perspective of employees. It is important for applicants to be known for the relative position (Miah and Intan Adha Hafit, 2020). 

One main objective of excellent staffing is considered recruitment, selection and employment. It is one process that is based on acquiring and recruiting those people who have a relative level of competence and abilities to accomplish responsibilities and roles in a successful way. The level of success of the company could be increased based on the effective and good process of staffing (Nikolskaya et al., 2022). 
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Component 2 

1) What will you do to ensure that the hotel is represented well to guests? 

Throughout my shift, I will make sure, based on taking some relative steps, that the hotel is presented in a positive way to guests and that business is handled effectively.

· I will have some level of better understanding of the procedures and operations of the hotel based on the increasing reading of the handbook of employees and any other form of documents that could be used in this regard.

· One important aspect in relation to work and tasks of the front desk is ensuring that the desk area is fully organized and clean and it is based on some necessary supplies such as registration cards, brochures and maps. 

· Ensure that the front desk area is pristine and well-stocked with all necessary supplies, including maps, brochures, and registration cards, and that it is well-organized.

· I meet guests and make them feel welcome by beaming and introducing myself.

· Pay special attention to the demands and needs of guests and respond to their inquiries promptly and courteously.

· Ensure that all guest requests are met, including those for restaurant recommendations, additional towels or providing room keys.

· Monitor room availability and ensure speedy check-in and check-out times for visitors.

· Handle any issues brought up by guests in a professional and kind manner.

· Protect the privacy of guest data and keep thorough records of all transactions (Mouneer, Aly and Mina, 2021).

2) How will operations run smoothly throughout your shift? 

There will be an easy flow of visitors during the daytime, so the process o checking in and out will be easy and quick. It is very important to keep the maximum number of staff. All hotel facilities should be manned to avoid excessive wait times for visitors. Both outgoing customers and new arrivals may be exhausted from their journeys and want to avoid having to wait a long time to check in to the hotel, making the front desk essential (Japutra and Situmorang, 2021).

I will make sure to inform the employees of any changes to the staff schedule in order to prevent staffing concerns at the hotel. In addition to it, communication will be maintained as an essential element of the existing process that is related to new recruits. It is important to ensure that there no confusion exists among them and schedule is explained clearly to staff (Menicucci, Paolucci and Paoloni, 2019). 

3) Why would you consider your plan being the most effective? 

As my plan was based on the provision of high-quality customer services, keeping efficiency and effectiveness of all operations and working under a protective approach to solving related issues, I can say that my plan was effective (Putra, 2021). 

4) What contingency plan will you put in place to ensure a quick resolution of this scenario in the future?

The following thing will be included in my contingency plan that is created to solve the issue in the near future:

1. Continually evaluating and updating the contingency plan to keep it current and 

2. valuable, identifying and preparing a stand-in manager who can take over in the event that the primary manager is unavailable.

3. Creating a comprehensive operations manual that details the best practices, standards, and SOPs for the front desk.

4. We cross-trained with other front desk staff members to ensure we could help one another in the case of an unanticipated absence (Hua et al., 2020).
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