
	
[image: UWTSD new Logo]

Component One:
What are the key skills required to work at the hotel's front desk? 750 words (+/- 10%)

Contribution to Overall Module Assessment: 25%
	Student No:
	LAURENTIU-COSTEL POPA
	

	
	
Module Title:
	HOTEL ADMINISTRATION & FRONT OFFICE OPERATIONS
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	KATHRYN ROBERTS
	

	
	
	
	

	
1. Introduction 
For a hotel, its front desk employees are necessary for a series of responsibilities. In this student journal, I will dissect the hotel’s front desk employee’s duties and will propose essential skills which apply to them. It is important to note that both hard and soft skills are required from front desk workers. 
2. Hotel front desk employees 
Front desk workers at hotels are usually the primary means for building a great first impression on incoming guests. From my standpoint, whenever I visit a hotel, I always seek booking assistance as well as any basic information regarding the hotel from the front desk employees. Given this, the employees representing the hotel at the front desk manage their duty of reservations, checking in and out of guests, keys distribution for the guestrooms and registering the customers (Indeed, 2022). Further, I also noted that front desk workers are polite in their manner, and their etiquette makes the guests comfortable in their presence. 
3. Key skills required for hotel front desk. 
Communication skills
Excellent communication skills entail both verbal and oral abilities to clearly deliver the message to the guest. I have seen numerous front desk employees who fail to structure their sentences in a precise way, leaving the guests confused and overall disappointed with the on-hand service. Front desk workers' communication skills are essential because they are responsible for catering the basic information about the hotel to the guests, which generally encompasses hotel prices, booking details, accommodation services, and providing directions (GOV Wales, 2023). Further, I believe that written and non-verbal communication is also handy because it clarifies for the guests what the hotel is offering.
Technical skills
Potent technical skills are essential because front desk employees can effortlessly store customer data using several computer software and technological assets. I am aware of the new advances the hotels are undergoing nowadays to keep up with the present trends, which indicates that the employees must be well aware of technology and its accurate use. Front desk employees also keep up with online reservations and phone calls (Shin et al., 2019). For this reason, I believe that general technical skills are important for an employee to have; otherwise, the hotel can invest their time and money in training the workers. 
Problem-solving skills
Given how front desk employees are the first image of the hotel, the guests mostly approach them whenever a problem arises, whether it be related to their food allergies, Wi-Fi connections, pet duties and others. I believe that front desk employees must have strong problem-solving skills in order to secure the customer's positive experience. Therefore, they should be productive in their tasks and be readily prepared with a solution to any problem. Additionally, I believe they should also be educated about every operation being carried out in the hotel in terms of answering each problem with a robust solution. 
Teamwork skills
I know that front desk employees, to conduct their job viably while informing the guests about the overall operations of the hotels, have to collaborate with every operational team in the hotel, including housekeepers, chefs, waiters and other workers. Hence, I believe that front desk employees must have excellent teamwork skills for easy communication among the teams, which can lead to a positive customer experience. Teamwork also enables the front desk employees to share their workload and likewise permits them to easily discuss with their peers about providing the best experience with available amenities (Chalupa and Chadt, 2021). 
Leadership skills
Serving the first impressionable image of the hotel, it is important for front desk workers to attain leadership skills for keeping every operational team intact and productive. I have observed most front desk managers failing to keep in touch with other teams, resulting in their shortcomings in catering good experiences. Being a customer myself, I know that a potent impression of the hotel is made when the teams are well-managed. Hence, the front desk managers engage with other workers, assign them duties and monitor their tasks while aiming for the best experience to be delivered (Bharwani and Talib, 2017). With excellent leadership skills, I believe that front desk workers can handle their responsibilities viably. 
4. Conclusion 
In this student journal, I highlighted the responsibilities of the hotel front desk operators while also identifying the skills necessary for conducting an authentic job. I identified that communication, technical, problem-solving, teamwork and leadership skills are necessary for front desk employees to acquire. This way, they can secure a positive customer experience.  
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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 a quick resolution of this scenario in the future?


	The employees will behave positively and have a soft attitude towards customers. 


	I will make operations smooth by monitoring the behaviour of employees thoroughly, which will assist the employee is accurate with customers. If customer feels any rude behaviour, they can register a complaint in a compliant box. 
	This plan will be effective as it enhances opportunities for employees to grow and make their career development program. The employees will give a warm welcome to the guests by showing love and ensuring their satisfaction and comfort. 
	In the future, I will hire talented staff or develop strategies for existing staff, such as introducing a reward system for employees who will satisfy customers with their services.  

	Enhance the lack of communication among customers and employees. 

	To make sure enough response to this issue, I will focus on delivering the importance of communication to employees. 
	This is an effective plan as it will allow employees to check whether services are delivered to guests properly or not. 
	I will conduct a session for employees in which I deliver the importance of communication and introduce open communication with guests. 

	
Staff will deliver fresh food to guests.

	I will investigate on a daily basis whether food is fresh or not. Put hygiene measures to stop access to food spills and waste that allure pests. 
	I will ensure that this plan works effectively because delivering fresh food to customers will assist in assuring their loyalty; however, if improved food is served to customers, it will impact the reputation of the hotel. 
	In the future, I will check the expiry dates of food daily and ask cooks to discard food that is not fresh. 

	
The rooms will be cleaned before the arrival of a guest. 

	I will ask the staff to clean the room and then double-check every room of the hotel to make sure all of them are well-cleaned. 
	This is effective as it will affect guest experience and increase customer loyalty. 
	I will conduct a session on cleaning the room properly and tell the staff importance of customer satisfaction so that they comprehend and sympathise with customers 

	
Increase the use of technology and Artificial intelligence. 

	I will make use of some software that will track every issue of customers. It will also help me in making informed decisions that streamline the business flow and enhance performance.
	This can make a huge difference in hotel achievement. It will enhance the effectiveness of the hotel. I will try to integrate smart room technologies with AI that provide comfortable and convenient stays to the guests.  
	I will use software related to performance management to control the actions of staff to ensure that they do not miss anything related to customer needs. While virtual concierge helps customers with any question that they have during the stay



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)


	
1. [bookmark: _Toc129217915]Introduction
Due to the intricacy of the process, running a hotel demands a wide variety of abilities. Four essential elements—Property Management Systems (PMS), the hotel's reputation, communication, and staffing—must be in place for success. The effective administration of every part of the hotel depends on PMS. In order to draw in new business and keep existing clients happy, a hotel's reputation for providing outstanding service is crucial. It's essential for a positive guest experience that visitors and hotel staff communicate clearly with one another. Employing talented and devoted staff is essential to providing excellent service.

1.1. [bookmark: _Toc129217917]Definition and Importance
Hotels use software platforms called Property Management Systems (PMS) to manage their everyday operations (Mauri, 2016). Important functions, including customer arrival and leaves, bedroom reservations, charging, stock management, and information retrieval, are addressed by this software (Moyeenudin et al., 2018). PMS solutions are significant for improving hotel activities because they deliver employees with immediate access to data that improves their ability to serve customers (Buhalis and Leung, 2018). Hotels may use PMS to monitor performance indicators, recognize patterns and possibilities for enhancement, and maximize their activities to boost the visitor experience.
1.2. [bookmark: _Toc129217918]Benefits of PMS for the Hotel Industry
Property Management Systems (PMS) is usually thought of as a vital instrument for successful and profitable activities in the hotel sector. The profitability of hotels relies on the many features and advantages of PMS. Centralized control is one of PMS's key characteristics (Agostino and Arnaboldi, 2015). This gives hotel activities management a simplified and integrated strategy, which may minimize inefficiencies, boost effectiveness, and enhance visitor satisfaction. Automation is a further important component of PMS. Hotels may drastically lessen the effort of their workforce, promote correctness, and remove defects by automating manual activities associated with hotel operations, including hotel reservations and pricing management. Since human resources are already stretched tight during peak periods, this automation can be extremely helpful.






	
Element 2 – Hotel Reputation


	

1. [bookmark: _Toc129217919]Hotel Reputation
1.1. [bookmark: _Toc129217920]Definition and Importance
The collective experiences, viewpoints, and reviews that clients share with others make up a hotel's reputation (Gonzalez et al., 2019). The superiority of a hotel's services and amenities, the cleanliness and upkeep of its facilities, the courtesy and professionalism of its staff, and the overall visitor experience all contribute to the establishment's position in the industry. A hotel's reputation may be a powerful tool for drawing in new business, increasing occupancy rates, and generating favorable word-of-mouth referrals. The success of a hotel depends on its reputation in the world of hospitality.
1.2. [bookmark: _Toc129217921]Social Media Model
According to the Social Media Model, a hotel's online reputation may be affected by a variety of factors, such as the quantity and competence of reviews, the attention paid to customer complaints, and the degree of visitor participation on social media sites (Varkaris and Neuhofer, 2017). For instance, a hotel may lessen the impact of adverse reviews by promptly responding to negative reviews and resolving customers' complaints on social media sites like Facebook and Instagram. 
1.3. [bookmark: _Toc129217922]Impact of Positive Hotel Reputation 
Visitors are more inclined to pick one specific hotel over another when they know that the hotel has a strong public image for its professionalism, customer satisfaction, and overall contentedness (Ahmed et al., 2019). Also, satisfied visitors have a greater opportunity to return to the same hotel in the future, refer it to their fellow travelers, and leave positive internet comments and evaluations. This positive feedback flow might aid the hotel in building a strong customer base. Customers are more likely to reserve rooms at a hotel at some point in the future and recommend it to others if it has a reputation for offering outstanding service, for instance.






	
Element 3 - Communication 


	
1.1. [bookmark: _Toc129217924]Definition and Importance
In the hotel sector, communication is an essential factor in ensuring a pleasant tourist experience (Cetin and Bilgihan, 2016). The flow of views and knowledge between individuals or institutions is considered to as communication. Clear communication is crucial for the efficient organisation of all company operations in the hotel industry. The collaboration of tasks and materials, staffing, and the provision of upper customer service all depend on effective communication. Effective communication is required between hotel staff members, visitors, and outside stakeholders like vendors and travel agencies. For instance, hotels may employ online communication technologies like video conferencing and instant messaging to improve service delivery and expedite staff communication.
1.2. [bookmark: _Toc129217925]Social Learning Theory
The Social Learning Theory, which emphasises the value of learning by watching others and imitating their behavior, can be applicable to the hotel sector (Chen et al., 2017). For hotels, this means that good role models who can serve as examples of successful communication are necessary for efficient communication and service delivery. Coworkers with more experience may be invaluable mentors, teaching new hires the skills they need to succeed in the hotel industry.
1.3. [bookmark: _Toc129217926]Importance of Effective Communication
Effective communication is essential for improving workers' productivity and visitor engagement in the hotel sector (Pillai et al., 2021). Staff may provide better service and eventually increase customer satisfaction by better understanding the requirements and expectations of the visitors via efficient communication. Also, good communication promotes a supportive and appreciative workplace culture that improves employee morale and retention. Hotels can operate more productively, resolve issues more skillfully, and provide excellent service that goes above and beyond what clients expect with better communication between employees and visitors.







	
Element 4 - Staffing 


	
1.1. [bookmark: _Toc129217928]	Definition and Importance
Staffing, which involves the selection, counselling, and administration of personnel, is a pivotal aspect of making sure a hotel function correctly. They serve as the central figure of the hotel, setting the atmosphere for visitors' interactions and influencing how they view the place. To establish a welcoming workplace that encourages a good response and the opportunity for customer loyalty, it is imperative to have qualified and driven personnel. The reputation of the hotel may suffer, though, if the staff is indifferent or inadequately trained. As a result, personnel is a vital component that considerably contributes to a hotel's profitability.
1.2. [bookmark: _Toc129217929]Service Profit Chain Model
The commonly recognized Service-Profit Chain Model is popularly used in the hotel sector. According to this approach, revenue, guest happiness, and staff engagement are all directly correlated (Son et al., 2021). Staff enthusiasm increases the likelihood that they will provide impressive customer services, which in turn can enhance guests' satisfaction and commitment. As a consequence, the hotel may see increased earnings and profitability. Hotels must put their workers' needs first by providing chances for professional development, competitive salary and insurance, and a clear route for career promotion. Hotels may enhance the level of service they provide, resulting in customer happiness and higher revenue, by creating a good work atmosphere that encourages staff engagement.
2. [bookmark: _Toc129217930]Conclusion
In summary, the prosperity of every hotel depends on the efficient administration of its business. Hotels can provide a satisfying and memorable stay for their guests by putting a priority on their building management systems, brand reputation, communication, and personnel. Clear communication and the use of technology may improve a hotel's image even further. Hotels must constantly innovate and enhance their operations to keep ahead in the fiercely competitive hospitality sector.
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