
	
[image: UWTSD new Logo]

Component One:
What are the key skills required to work on the hotels front desk? 750 words (+/- 10%)

Contribution to Overall Module Assessment: 25%
	Student No:
	2206963
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Kathryn Flynn
	

	
	
	
	

	
Introduction 
The following journal will reflect on the significant role that an administration and front desk office play in the hotel management business. Thereafter, a discussion will be done to outline the required skills one needs to develop to be eligible for the job role. However, for a better understanding of the topic, a reflective approach will reveal a first-hand experience while working for a hotel, Strand Palace Hotel. At last, the significance of the job role will be justified in detail to have an overview. 

Discussion
Proficiency in hotel administration and front office operations is integral within the hotel and hospitality business. Hotel administrators and front office personnel are responsible for the provision of exceptional customer service to guests. The department is expected to anticipate and address guests' needs, resolve conflicts, and meet guests' expectations (Browne, 2023). As per the job role, it is crucial to have the ability to manage a bustling front office area of the hotel efficiently. Additionally, they are in charge of managing reservations, scheduling events and accommodations and other administrative operations. Attending the clients is the primary job role of front office personnel and they must necessitate the ability to think critically. Having exceptionally good customer service skills is highly needed to make the guests feel welcome, safe and comfortable. As front desk personnel, the staff must acquire strong communication skills as they need to deal with guests every single minute. The staff must have a good grasp of many languages to make the process seamless (bbc, 2023). 
After working in the administration of the Strand Palace Hotel as a staff of the front desk office I have realised the significance of the post. This is the most important section within the hotel industry. Guests come and make their queries or report a problem contact the front desk personnel. The Strand Palace Hotel is a historic hotel of immense reputation which is located at the heart of London (strandpalacehotel, 2023). London is the mecca of tourists and a significant number of tourists arrive here every year. Hence, due to the geographical location and the unique facilities the hotel has gained quite a popularity. The hotel is busy in all seasons and tourists from oversea come here to stay and spend their holidays. During my internship, I realised the winter is the peak season when the mansion receives several guests (Giousmpasoglou et al., 2021). As a front desk staff, I was responsible for checking the guests in and out of their rooms, explaining to them all the facilities they can enjoy over their stay. Additionally, I have managed room reservations, bookings, and cancellations which are strenuous tasks. Multitasking, excellent organisational and communication skills are required to fulfil the job role (Greenberg, 2021). Moreover, I have understood to accomplish the task needs attention to detail and a clear knowledge of the hotel's ins and outs. I had to attend to the guests all the time to respond to their needs and requirements in a timely and professional manner. However, I also had to handle technical operations like answering phone calls, emails, and in-person questions at a time. To make the customer experience better and enjoyable I had to work collaboratively with other departments. Hence, good team working management skill is important to develop. The hotel and hospitality industry is a busy business and comprises a vast and complicated structure with multiple chains of commands. Overall, the job role is of utmost importance in every enterprise as they directly handle the guests. They are solely responsible for facilitating better customer service and leaving an immense impact on the hotel to success (Jo Dolasinski and Reynolds, 2019).
After analysing the functionality of these skills, it is also important to outline their relevance and significance in the industry. However, to clear customer doubt, the employee must have a good understanding and knowledge of all the aspects related to the industry. Acquiring cognitive skills is also important to perform multiple tasks simultaneously like managing priorities, and allocating time is fundamental to achieving success in this profession (Harris, 2022). The unit must have the presence of mind to come up with instant solutions as the industry is full of uncertainty and unpredictability. Additionally, they are entailed to detect the issues, analyse the motivating factors and come up with immediate solutions. They need to be able to communicate both verbally and in writing as a silly inconvenience may cause serious trouble and the reputation might be at stake. Moreover, non-verbal communication like body language, language and tone must be addressed and exhibited properly while dealing with them (cvent, 2020).

Conclusion 
The aforementioned journal has explained the role of the administration and front desk office in the hotel management business. The required skills to successfully accomplish managerial tasks have been investigated thoroughly. Organisational, communication and team working skills have been highlighted in this context. A reflective study has revealed the different aspects and perspectives that I have gained while working as an intern at the Strand Palace Hotel in London. Lastly, to conclude the discussion, the significance of the post has been demonstrated to justify its relevance. 
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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?


	
The hotel guests after booking will be sent the pre-arrival emails. The purpose of the visit and the expected experience of the guests will try to know.

	
In order to properly manage a shift, the requirements of the workforce are needed to be known. 
	 
Sending pre-arrival messages to guests will help to impress them and stay them updated. Knowing the workforce properly means knowing their capabilities and skills to allocate them tasks.
	
All the data of consumers will be backed up with the help of software in case the manual report gets lost at any time (Nowell et al., 2017).

	
If a guest arrives sometimes before check-ins, the hotel will try to arrange pre-check inns in case the room is not occupied by other guests.

	
Using shift-management software can help in making the operations run smoothly and make part of the job much easier (Teece, 2018). 
	
Pre-check-ins will help to impress the guests and help to attract them to return to the hotel. Conversely, shift management the software will help to know the availability of the employees. 
	
The hotel will also arrange virtual training sessions during the time of crisis.

	
I will personalise the packages for the guests. Personalisation is a great way to ensure that each guest is served well and it can increase their satisfaction (Tomczyk et al., 2022). 

	
Time schedules will be made for the workers in advance. However, if there is a need for any changes, using time schedule software can help in the easy integration of the changes (Vinuesa et al., 2020).
	
Personalisation is one of the greatest trends in the current times which help in driving the satisfaction of consumers. It will help the hotel to retain its consumers by building trust among them and will help them stay relevant. 
	
The use of AR and VR will be integration within the hotel to offer consumers to make the experience of luxury and effective features of the hotel before visiting.

	
Self-check-in system will be there in place for each guest. The hotel will try to offer some fun activities to kids. 


	
Good communication with the staff is extremely vital when working by shifts (Åkerstedt, Sallinen, and Kecklund, 2022). I will make sure to communicate with the workforce and share all required information with them.
	
Self-check-ins will save time for the guests so they will not need to wait in a queue (Furnham, Treglown, and Horne, 2020). Conversely, using a time-schedule software will help to solve potential schedules conflicts by sending notifications to staff regarding shift changes.
	
The hotel will implement cost-cutting methods in order to remain cost-effective during times of crisis. 

	
Regular training sessions will be there for the trainees to give them knowledge of consumer care trends.

	
Automating the shift management process is important to help managers to remain productive and help the business continue expanding.
	
In the hotel industry, there are many trainees who need proper training to meet the requirements of the clients. Automating the shift management process will save a lot of time for the manager. 
	 
Stay up-to-date with the trends of the industry.



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 hotel’s property management system is comprised of a large number of components, each of which contributes a unique set of capabilities and features. A few of the components include things like back-office administration, customer relationship management (CRM), revenue management, housekeeping, front-desk operations, and room reservations. Financial management is another component (Solomon, 2018). The hotel reservations module is the component that is accountable for keeping track of the available rooms and their dates, in addition to collecting payments and sending confirmation emails to customers. When it comes to generating to-do lists for housekeeping staff, supervisors receive assistance from housekeeping. The operation of the front desk incorporates all of the different functions that front desk workers would require. Through the use of automated price adjustments determined by a number of different factors, revenue management provides hotels with the ability to sustain an adequate level of occupancy throughout the whole year (Tesone, 2015). The CRM module is responsible for collecting information about guests, determining the level of satisfaction of customers, and managing marketing and loyalty programmes. Employees working in back-office and administrative roles can receive assistance from the back-office management module with regards to human resources, hotel expenditures, inventory management, and sales operations. The financial management module of the hotel is responsible for automating hotel transactions, preparing bills, and saving financial data in a database that is user-friendly (Solomon, 2018).

	Element 2 – Hotel reputation

	The term "management of hotel reputation" refers to the process of exerting influence over and monitoring the various ways in which a hotel is perceived online. The essential elements involved with this aspect of hotel management include tracking review sites, optimising the hotel website for search, producing effective content, and engaging the hotel's target consumers (Vallen and Vallen, 2012). In addition to that, it is quite important for the hotel to maintain a positive and secure environment in order to effectively manage its reputation in the hospitality business. The vast majority of hotel reservations are done online, mostly utilising the information that can be found on the internet, including reviews. Since a dissatisfied customer base can have a significant effect on a hotel's earnings, many establishments have begun including "client opinion" into their pricing strategies. It's possible that an increase in a hotel's Global Review Index (GRI) will lead to an increase in revenue and bookings (Shan and Hwang, 2018). The reputation of a hotel is comprised of a number of different aspects, each of which needs to be controlled online. It is to the profit of hotel owners to encourage guests to post positive evaluations of their stays on various websites. This can be accomplished at the time of check-out or through the use of automated emails that contain links to the hotel's internet profile. It is also important to note that guests can even contribute photographs to the social media page associated with a particular hotel, which is where reviews can be posted. Hotels should make it a habit to check for new evaluations online on a regular basis. Additionally, industry professionals advise using a programme that monitors the internet to compile reports of any and all references of a hotel in community portals, online forums, personal blogs, and article comments (Fallon and Rutherford, 2010). According to researcher, the programme provides users with the ability to respond to references and provides a thorough analysis of all statements, attitudes, and rising impacts. It is essential for the upkeep of an online reputation to provide a response to comments, particularly those that are critical. On the other hand, it is not recommended to give answers that are aggressive because they have the potential to scare away potential customers. It is recommended that personalised responses be used rather than templates (Vallen and Vallen, 2012). A ranking that is sought after by potential customers might be produced with the use of visitor remarks that have been analysed. Increasing one's reputation, and as a consequence one's income and occupancy rate, can be accomplished by making investments in visitor-requested commodities such as bathrobes (Bardi, 2021).


	Element 3 - Communication 

	
Communication is an essential part of running a hotel because it enables management to efficiently respond to concerns and requirements raised by guests (Johnston et al., 2012). When thinking about this component, it is vital to concentrate, as much as possible, on verbal communication. As staff of hotel front desks, you need to be able to establish productive discussions with guests in order to grasp the preferences they have. The major objective of the management team at a hotel is to maintain the customers' level of satisfaction by providing a faultless customer experience from the time of booking until the time of check-out (Vallen and Vallen, 2014). This includes providing courteous reception as well as continuous support if it is required. For this reason, having strong communication skills is absolutely necessary, as the success of a company is directly proportional to the quality of the service it provides to its clients. Employees in the hospitality industry are expected to effectively communicate with customers that come from a wide range of demographics, as well as comprehend their requirements and supply the necessary information and support. Additionally, because guests frequently are not familiar with the location they are visiting, it is necessary to provide directions that are both clear and brief. As a consequence of this, in the globalised world of today, businesses require staff members with good communication skills, including digital and nonverbal communication, in order to effectively engage with clients and consumers from a variety of cultural backgrounds (Bardi, 2021). To ensure that their visitors are satisfied throughout their stay, hotels need to provide services such as straightforward and speedy booking processes, hassle-free check-in and check-out processes, friendly and knowledgeable reception staff, and continuous assistance. It is essential to engage in active listening, communicate in a clear and succinct manner, keep an open mind, be respectful, and exercise patience when addressing issues in order to keep hotel guests happy (Shan and Hwang, 2018). Active listening is a critical component of good communication because it enables individuals working in hotels to attentively listen to hotel customers and give them with appropriate services that are tailored to the guests' individual preferences.


	Element 4 - Staffing 

	
	
A crucial aspect of management is staffing, which comprises finding, recruiting, and retaining the most qualified individuals so that an organisation may work towards accomplishing its objectives. It is the responsibility of each manager to recruit qualified candidates and keep them on staff (Wood, 2013). Control, efficient use of human resources, long-term repercussions, efficiency, motivation, and support for other operations are just few of the many reasons why staffing is so important. For an organisation to realise its objectives, having capable staff is absolutely necessary. There is a cycle of recruitment, selection, training, development, promotion, and retirement for subordinate managers. Staffing helps with forecasting and achieving a balance between the demand for and supply of suitable persons, optimising productivity and job satisfaction, training and developing employees, creating a safe working environment, and reducing personnel expenses. The strategy, the efficiency, and the efficacy of human resource management are all significantly influenced by staffing decisions (Proserpio and Zervas, 2017). The proper staffing of positions is essential for achieving maximum production from employees. The management team is responsible for forecasting the workforce requirements and training and developing the current staff. The morale of employees can be improved as well as the value that the organisation places on them when effective staffing is performed. The human element may assist in making the most of the most recent advancements in technology, as well as money and resources. The management will be able to hire the appropriate person once the staffing function has been finished (Wood, 2013).
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