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Introduction 
Hospitality management is a vast area of operations with numerous parts of operations and dependencies. As observed by Rutherford, (2021) detailed discussion of the operational structure of the hotel begins with demonstrating the main concepts of hospitality management. Establishing a proper setup of hotel operations is crucial for building a successful and profitable hotel business by providing an absolute experience to its guests. Front desk administrator responsibilities within a hotel setup are the most important part of the overall operation whose main responsibilities include greeting guests, booking appointments, receiving customer calls and meeting all the queries regarding the hotel, office assistance, supply maintenance, inventory management, and managing insurance. Mainly the hotel managers are responsible for managing all the units of the hotel and guaranteeing that front office duty are being performed properly. The current task is going to present an analysis of various aspects of the proper hotel administration system and its dependence on the duties of the front office.
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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.
	Problem 
	What are you going to do to ensure that the hotel is represented well to guests?
	How would operations run smoothly throughout your shift?
	Why would you consider your plan being the most effective?
	What contingency plan would you put in place to ensure a quick resolution of this scenario in the future?

	

On their first day as a front desk associate and the manager informed me about his absence due to ill health.
	It is crucial to conduct a practical review for assessing what are the activities that were needed to be performed within the day (Haque, 2021). 
	As observed by Otley, and Berry, (2019), the proper allocation of tasks is crucial when the authoritarian body is absent. 
	It mainly concerns the internal trust and team working capacity of the company staff. 
	Maintaining a task board and schedule. 

	
	According to van Assen, (2021), in terms of hotel activities, it is important to ensure that all booking activities are properly done.
	I need to regularly review the operational efficiency of the company staff so that all minor as well as major mistakes can be avoided. 
	I would review repetitively all the booking activities so that no guest has to deal with unwanted occurrences. 
	Identifying the point of risk that can lead to organisational stagnancy. 

	
	The hotel environment depends mainly upon the behaviour and the service quality of the staff (Chión, et al., 2020). So, the staffs need to make sure that they are taking responsibility for hotel reputation maintenance. 
	As observed by Baig, et al., (2021) directing all the employees with their responsibilities and providing them with deadlines would ensure the smooth operation of the hotel tasks. 
	I would be collecting reviews from the employees to understand what the areas I need to develop for myself are. 
	Communicating with the manager in order to provide my team members with proper tasks as well as motivational strategies. 




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 Systems or PMS is generally defined as software that enables the management teams of the hotel in terms of administering as well as managing the front office activities such as managing booking schedules, handling all hotel responsibilities, managing data entry, and dealing with all the business correspondence. All crucial responsibilities of the hotel business are managed by the front office of the hotel. In addition to that PMS is also responsible for restoring all time-taking, critical, paper-intensive responsibilities. According to Soelton, (2018), Property Management Systems can also be termed hotel operating systems. PMS creates a centralised computer system that helps in organising, scheduling and performing many other daily activities. For instance, all the branches of Premier Travel Inn travel employ a booking and billing software called Bart (Rodriguez, 2023). the Holiday Inn hospitality company of the UK use Amadeus PM PRO* PMS solution that supports all the reservation, check-in/check-out activities, housekeeping tasks, sales and catering activities, and sales system of restaurants (capterra.co.uk, 2023). Another leading hospitality and hotel brand in the UK is JW Marriott which uses the Micros Opera property management system. This system is designed as capable of addressing all the activities regarding the needs of any size of the hotel. Besides JW Marriott a number of other hotel chains use Micros Opera PMS which are Crown Resorts, Travelodge Hotels UK Hyatt Hotels and Resorts and many more. 







	
Element 2 – Hotel reputation


	
Hotel reputation determines the revenue growth of the hotels and it is a lengthy and non-dependable task. Hotel reputation management is the system of influencing and managing how the overall appearance of the hotel is perceived by potential customers and audiences. This is one of the most newly emerged concepts of hotel management related to public relations which now focuses more on social media appearance and search engines. As opined by Sapkota, (2019), through social media review, rating, and sharing the hotels not only can understand the hotel reputation but the marketing strategies that can positively influence the hotel's reputation. In terms of improving the reputation of the hotel, a number of hospitality companies are embracing Cloud-first PMS with Mews PMS which will allow terms of automating, streamlining and simplifying operations (mews.com, 2023). In the current tech-based business world the importance of social media is increasing every day as a number of current researches show that 42% of British travellers look for more action-packed trips by searching through social media. As a result, Easyjet has launched their new company app to centralise all their digital activities as well as Corus & Laura Ashley Hotels plans to increase their social media appearance to meet the increasing customer demands (daviestanner.com, 2023). 







	
Element 3 - Communication 


	
As opined by Lau, (2020), communication is one of the most important management skills in order to properly deal with all the operations of a hotel as it not only enables a proper collaboration between all the departments of a hotel but also helps the hotel organisation to perfectly and easily understand their customers’ needs in order to increase customer satisfaction. In order to mitigate any operational breakage it is crucial for the hotel management team to collaborate with other departments of the hotel. Increased assistance and collaboration among the hotel employees help the workers to easily understand the factors, terms and conditions of their jobs while increasing the level of employee commitment and loyalty. A proper balance in the communication of the hotel's internal employees also creates a positive working atmosphere in the hotel that will also make the hotel guests feel empathetic and comfortable with the hotel organisation. 







	
Element 4 - Staffing 


	
	According to Galkin, et al., (2022), staffing is another important part of the HRM activities of the hotel which determines the best outcomes in terms of managing the daily operational activities of the hotel. From the point of view of the management team, staffing can be determined as one of the most effective functions. As opined by Henschel, et al., (2018), the staffing model can be understood as a set of data that helps in the measurement of work activities and how many labour hours are required, and how employees need to perform. As a result of this proper model-based assessment, hotel companies will be able to understand how hotels companies are properly organised while recruiting new staff and assigning them new tasks. This aspect also includes how the hotel organisation needs to behave with their staff so that the employees can put in their best effort by maximising their productivity. 

In the current task, various aspects of hotel administration have been taken into account and have been discussed. PMS is a crucial factor in terms of all activities related to hotel administration. Next comes the point of hotel reputation which gets determined by various factors as well as relying on social media can improve the hotel's reputation. The third and most important section of all is the communication within the hotel departments which has been defined. The point of staffing is crucial with respect to hotel management as effective staff management ensures a better organisational outcome for the hotel companies of the UK.










		Word Count
	



References 
Baig, S.A., Iqbal, S., Abrar, M., Baig, I.A., Amjad, F., Zia-ur-Rehman, M. and Awan, M.U., (2021) Impact of leadership styles on employees’ performance with moderating role of positive psychological capital. Total Quality Management & Business Excellence, 32(9-10), pp.1085-1105.https://www.researchgate.net/profile/Muhammad-Zia-Ur-Rehman-5/publication/335894965_Impact_of_leadership_styles_on_employees%27_performance_with_moderating_role_of_positive_psychological_capital/links/5ef445b44585153fb1b3b85b/Impact-of-leadership-styles-on-employees-performance-with-moderating-role-of-positive-psychological-capital.pdf
Chión, S.J., Charles, V. and Morales, J., (2020) The impact of organisational culture, organisational structure and technological infrastructure on process improvement through knowledge sharing. Business Process Management Journal, 26(6), pp.1443-1472.https://www.emerald.com/insight/content/doi/10.1108/BPMJ-10-2018-0279/full/html
Haque, A., (2021) Strategic HRM and organisational performance: does turnover intention matter?. International Journal of Organizational Analysis, 29(3), pp.656-681.https://www.emerald.com/insight/content/doi/10.1108/IJOA-09-2019-1877/full/html
Otley, D.T. and Berry, A.J., (2019) Control, organisation and accounting. In Management Control Theory (pp. 101-114). Routledge.https://www.taylorfrancis.com/chapters/edit/10.4324/9780429422553-8/control-organisation-accounting-otley-berry
van Assen, M.F., (2021) Training, employee involvement and continuous improvement–the moderating effect of a common improvement method. Production planning & control, 32(2), pp.132-144.https://www.tandfonline.com/doi/pdf/10.1080/09537287.2020.1716405
E., Galkin, D., Kovaleva, N., Feoktistov, S. and Tretyak, E., 2022. Staffing Formation in the Hospitality Industry. Anais Brasileiros de Estudos Turísticos.https://periodicos.ufjf.br/index.php/abet/article/view/37853
Henschel, U.K., Gruner, A. and Von Freyberg, B., 2018. Hotelmanagement. In Hotelmanagement. De Gruyter Oldenbourg. https://www.degruyter.com/document/doi/10.1515/9783110524079/pdf
Lau, A., 2020. New technologies used in COVID-19 for business survival: Insights from the Hotel Sector in China. Information Technology & Tourism, 22(4), pp.497-504.https://link.springer.com/article/10.1007/s40558-020-00193-z
Nikolskaya,
Rutherford, D.G., 2021. Hotel management and operations. http://elibrary.gci.edu.np/bitstream/123456789/3277/1/Bt.489%20Hotel%20Management%20and%20Operations%20by%20Denney%20G.%20Rutherford%2C%20Michael%20J.%20OFallon.pdf
Sapkota, K., 2019. Artificial Intelligence in property management automation:
Soelton, M., 2018. How culture, training standard and discipline on the employee performance affect hotel management. European Research Studies, 21(4), pp.378-385. https://ersj.eu/journal/1128/download/How+Culture+Training+Standard+and+Discipline+on+the+Employee+Performance+Affect+Hotel+Management.pdf
technologies, current applications, and challenges.https://www.theseus.fi/handle/10024/273564
Websites 
Hospitality property management software (2023) Capterra. Available at: https://www.capterra.co.uk/directory/20031/hospitality-property-management/software (Accessed: February 2, 2023). 
Mews Property Management System: The hospitality system of the future (2023) Mews Property Management System | The Hospitality System of the Future. Available at: https://www.mews.com/en?utm_source=adwords&amp;utm_medium=ppc&amp;utm_term=hotel+management&amp;utm_campaign (Accessed: February 2, 2023).
Rodriguez, G. (2023) Premier inn, Padlet. Available at: https://padlet.com/GKRodz/premier-inn-qeow2jbx49yj#:~:text=All%20Premier%20Travel%20Inn%20hotels,to%20hotels%20and%20hotel%20groups. (Accessed: February 2, 2023). 
The importance of social media for Hotels (2021) Davies Tanner. Available at: https://daviestanner.com/the-importance-of-social-media-for-hotels/ (Accessed: February 2, 2023). 


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




