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[bookmark: _Toc128574585]Introduction
As a guest service manager, it is important to be responsible for overseeing the reception desk, ensuring that guests are properly registered and charged, and resolving any issues that may arise. The manager will be in charge of running the front desk and making sure that the hotel's other features, including the pool, spa, and valet, are in good working order. This report will find issues and solution to managing guests service operation. This report will also introduce what kinds of work a manage is to do. 


[bookmark: _Toc128574586]Introduce to work
As the Guest Services Manager at Novotel, I oversee the day-to-day operations of the hotel to ensure that our guests have a comfortable and enjoyable stay. One of my primary responsibilities is to greet visitors at the door and show them to their rooms. I understand that the first impression is crucial, so I always make sure to provide a warm welcome to our guests and ensure that they feel at home.
In addition to supervising guests in the lobby, I also ensure that all of the hotel's facilities are operating properly. This includes everything from the guest rooms to the fitness center and restaurant. I make it a point to regularly inspect each area to ensure that everything is in working order and that our guests are satisfied with the services we offer.
Another important responsibility of mine is to check-in and check-out visitors and show them to their rooms. I understand that this can be a stressful process for some guests, so I make sure to guide them through the process with a friendly and helpful attitude. I ensure that their stay at the hotel is as seamless and comfortable as possible.
Maintaining happy customers is of utmost importance to me, and I make sure to promptly and courteously address any inquiries or concerns that they may have. Whether it's a request for additional amenities or a complaint about noise levels, I always make sure to listen actively and take the necessary steps to resolve the issue to the best of my ability.
As the Guest Services Manager, I am also responsible for using procedures to improve service quality in an attempt to expand our customer base. I work closely with my team to identify areas for improvement and implement strategies to enhance the overall guest experience.
Staffing is another area that I give careful consideration to. I plan out the staffing needs of the hotel carefully, ensuring that we have enough employees to provide exceptional service to our guests. I also make sure to hire and train staff in professional behavior, ensuring that they provide our guests with the highest level of service.
[bookmark: _Toc128574587]Issues in managing guest service
Day in and day out, hotel managers have to deal with a wide variety of challenges, including Less staffs, staffs not motivated to their worketc. The author is going to discuss about these issues:
Issues in Managing Guest Service Operations
· Staff’s behaviors: At Novotel hotel, we have noticed that workplace behavior has a significant impact on the overall work experience of our employees. While there are a number of factors that contribute to how workers react to certain events, we have observed that both an individual's own culture and the culture of our company play a significant role in shaping their behavior while on the job.It has become clear that when employees exhibit good behavior while at work, it leads to increased levels of productivity and performance for both the team and the individual. However, we have also noticed instances where poor behavior among some employees has led to decreased morale, lower productivity, and a negative impact on the guest experience.
· Shortage of staffs turns to lack of services: Because of persistent staffing shortages, there have been difficulties with the capacity of personnel to react to accidents in Novotel hotel. Moreover, unskilled workers have been pushed to take on activities that they may not be able to carry out in a safe manner (Shulver,2012). The occurrence of closed cultures may become more likely as a result of several circumstances.According to Federal Reserve analysis, a large increase in retirements is the primary factor in the labor shortage. According to Powell's latest address, the number of individuals with jobs or actively seeking work has dropped by around 3.5 million since the beginning of the epidemic.
· [bookmark: _Hlk128570688]Lack of communication:  Lack of communication occurs when either key details are left out or important points are not discussed. In addition, it may have an impact on things like productivity, workplace relationships, and employees' emotional well-being. Finding out what happens when people don't talk to one another helps to recognize the warning signals and improve communication skills (Rughubalan, (2009)).The failure to communicate effectively might also result in a great number of misunderstandings or arguments within Novotel hotel. This might involve things like committing errors or not completing duties properly, getting emotions wounded, starting conflicts, or isolating one from other people.
· Delays: The purpose of a delaying technique, also known as a delay tactic, in corporate, diplomatic, and interpersonal discussions is to obtain an advantage by putting off a decision (Doctor, 2020).What the day's delays have cost Novotel hotel is probably not hard to guess. Nevertheless, when it comes to delays in business, the stakes are much greater. There will be increased labor costs and missed opportunities if a project or feature is delayed. It may also result in the distribution of low-quality goods and a tarnished brand name.
[bookmark: _Toc128574588]Solutions
· Hire more staffs: Novotel hotel team's ability to develop new ideas may grow with the addition of new personnel, particularly if Novotel hotel places an emphasis on diversity in the recruiting process. they team may be able to address difficulties in new and different ways by drawing on the expertise and experience of new members who have just joined the group (Kritikos, 2022). If the business is in a growth period, increasing headcount is a fantastic method to boost productivity without putting undue burden on the teams they already have in place. If they have seen consistent growth in sales over the course of a number of months, it may be time to consider expanding the size of their workforce. To maintain the current rate of progress, they will probably need a bigger crew.
· Train staffs: Employee training programs help workers develop their knowledge and skills, which enables them to better adapt to the many changes that take place in their industry (Zhang, 2017.). These improvements will have a positive influence on the productivity of workers, which, in turn, may boost both the profitability and general efficiency of Novotel hotel. It is true that the primary objective of staff training is to improve the personal development and capabilities of each individual member of the staff; however, because it also contributes to increased productivity for Novotel hotel as a whole and overall employee retention, it is beneficial for all parties involved.
· Customers services: Service to clients is crucial since it is the first point of contact between a company and its clientele. It will help Novotel hotel to keep clients around and wring more money out of them. Superior customer service helps companies repay their initial investment in new clients (Ibrahim, 2020). This will also aid Novotel hotel in building a devoted fan base that may bring in more business via word-of-mouth, case study examples, and positive reviews and recommendations. The value of providing excellent customer service is difficult to quantify, but it is clear that many people are ready to pay more for it. Novotel hotel's bottom line might benefit greatly from focusing on customer service because of the importance customers put on how they are treated. Nearly eighty percent of consumers said they would pay extra for a better service.

[bookmark: _Toc128574589]Conclusion
The Guest Services Manager at Novotel hotel plays a crucial role in meeting and assisting guests, and employee behavior in response to various situations in the workplace can significantly impact the guest experience. An employee's conduct while on the job is primarily influenced by their personal culture and the company's culture.However, chronic worker shortages have affected the hotel's ability to respond adequately to incidents, which can lead to decreased productivity, strained relationships, and potential negative impacts on workers' mental health. Inefficiencies caused by delayed responses can also have a significant financial impact on the Novotel hotel.To address these challenges, Novotel should focus on diversity in the hiring process to bring in new employees who can enhance the team's capacity for creative problem-solving. Additionally, training programs for employees can help them to develop their skills and be better prepared to adapt to the constant changes that characterize the hospitality industry.Given that customer service is often the initial point of contact between a business and its audience, it plays a vital role at Novotel hotel. As such, the company must prioritize the development of a positive workplace culture that emphasizes teamwork and supports employees in exhibiting excellent behavior. By promoting a supportive work environment and providing the necessary training and resources, Novotel can enhance its guest services, improve employee engagement, and drive business success.
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