
	
[image: UWTSD new Logo]

Component One: key skills front desk? 750 words

Contribution Assessment: 25%
	Student No:
	2126967
	

	
	
Module Title:
	Hotel Administration and Front Office Operations
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	
Kathryn Roberts
	

	
	
	
	

	A front desk clerk is one of the most important people in the hospitality industry and the first point of contact for the hotel’s guests. My responsibilities working at the front desk are to greet and welcome guests, receive, and deliver mail and parcels, answer, and direct calls, and organize office activities. Purnomo (2019) thinks that good communication and skillful services offered by the other staff members would mean no complaints so guests would likely return. 
Such a big role in a business requires having and constantly acquiring a variety of skills for an individual. I consider computer training to be a useful vocational skill as computers are an integral part of the front desk service. Ryan (2019) highlighted the need for vocational and intermediate skills when working on the premises of British and German hotels.
Corgel (2011) addresses the topic of being a productive organizational member. He considers that developing skills and learning new things make an individual more valuable for the company and the industry. I believe that among the key abilities of the front desk officer are written communication, foreign language knowledge, and guest service skills.
Written communication is one of the oldest known forms of communication and an important skill for a front desk officer. As a receptionist, I must be able to use this way of communication in a professional manner. Throughout the study of International Hotel Management, we are required to write different types of assignments. This aids me, in the effortless crafting of an apology email for example, if a dissatisfied guest confronts the front desk officer. 
Another key skill of a receptionist is the knowledge of multiple foreign languages. I am aware that the second year of university learning will enable us to learn either Mandarin or Spanish. Rossington Hall, where my current hotel placement is occurring, had a private dinner reservation for twenty Chinese people last week. The establishment often has private guests from China and in the future, I could be addressing the guests in their mother tongue which would be very beneficial.
Being multilingual is a rare ability that any employer would appreciate. Consequently, I think that the first person a customer encounters should make him feel right at home and if possible, speak the mother tongue. Yunita (2020) emphasizes the need for training employees in foreign language communication.
Guest service skills are essential for a front desk officer, in the hospitality industry. A receptionist is often also a guest services representative, especially at smaller hotels, such as Rossington Hall. Apart from providing front desk services, I strongly believe that I must consider the guest’s expectations for their stay when assigning a room for example. 
A hotel that exceeds any customer expectation is Burj al Arab hotel in Dubai. The guests are impressed by the latest luxury amenity, a 24-Carat Gold IPAD, that serves as a “virtual concierge” (dailymail.co.uk). I think that to be the best you must compete with the best in the industry. So, researching the competition and their strategies will enable a hotel manager in decision-making for the success of the organization. It is believed that “Extraordinary service is the vehicle by which we deliver this incomparable experience to the guest” (Corgel, 2011).
A similar prosperous hotel is the Concorde de Luxe Resort in Turkey. I researched and found positive feedback about the front desk staff.  Nakul (2022), one very happy guest, that stayed in this hotel, mentioned that the staff went out of their way to retrieve a lost phone in a cab only within half an hour.  He said “The staff is exceptional, especially the guest relations team. Erina was extremely helpful… Very good staff” (booking.co.uk).
Nevertheless, in this demanding industry issues may occur. Checking in and checking out should be straightforward but it takes skill and knowledge to deliver an enjoyable experience. I have witnessed a very busy front desk officer getting overwhelmed by the long queue of guests and I think this is the worst-case scenario for someone at the beginning of their summer holiday to be waiting two hours at the reception area. Vallen (2014) published a comprehensive Check-in and check-out guide for students to better understand aspects such as reservations, purchasing, billing, recording keeping, and many more. This is a significant book to refer to, which I will be using mostly at a beginning of such a role.  
Contactless payments are used nowadays almost everywhere. I observed payments being made at the guest relations office in Rossington Hall. Despite technological advancements, not all hotels have the facility working to standards and I think it might generate complaints. The costly investment in contactless service generates “higher quality experiences … and enhances customer satisfaction and trust” (Hao, 2022). 
I consider the study of key skills for the front desk position to be of great importance to the hotel industry. Future receptionists have the knowledge of the countless but essential skills required in a very competitive industry. 
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Component Two:
Contribution: 25%
scenario – first day as a front desk associate and manager has phoned in sick. Create action plan.

	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?


	I will make sure to watch closely any incoming deliveries (Food and Beverage produce or housekeeping consumables).
	With using soft skills such as attention to detail operations will not be affected in any way by the absence of an individual. 

Another way to approach things is to work harder than ever to facilitating the completion of tasks. This is challenging for me but highly motivating at the same time to prove I am a valuable employee. 
	It offers solutions to a crisis scenario by looking into the ways that can contribute to the lessening or removal of any possible impact on the operations or reputation of the business.  
	It is crucial to deal with the threats that can affect the future of the organization. 
The front desk and other departments to be provided with different timelines for crisis scenarios and compile different checklists. 
All staff must be aware of these checklists and new staff to be supported by the other colleagues. 

	I will prioritize my workload and have checklists to complete by the end of shift.
	I am a very organized person, and having checklists to accurately follow, will ensure that every duty is completed timely and efficiently. During this process using time management and organisational skills I will be also adhering to company’s policies and procedures. 
	Provides clear direction and ideas for the front desk associate to follow.  This is essential for any action plan to be fruitful and effective.
	Training for all senior staff on management skills so that duties can be assigned to another member of staff.

The allocation of funds for more trainings may impact the budget. There is a need to find ways to cut down costs on paper towels, uniforms, and other consumables. 

	I will get familiarized with the technology available: fax, printer, computer system, and POS. I will take payments correctly and check equipment at the front desk.
	 If there is any faulty equipment in the front desk area, I will contact the maintenance team to make necessary repairs. If everything is working properly it could prevent any complaints from being raised in the future. 
	A very important element of any business is to ensure that payments can be made successfully. Tackling any faulty equipment such as the POS system is essential. The front desk staff will be able to work to the best of their abilities if it is supported by working equipment. 
	 I will offer guests a personalized thank you note, and a hotel discount voucher during the check-out process, as going the extra mile is the only way to succeed in the industry and stay in the guests' minds.

	I will check there is enough staff members at work. I will also encourage open communication between the front desk, housekeeping, and other departments to sort out quickly any arising issues.
I aim to let the other staff members that I want to assist as much as possible. 
	In case of staff shortages, the other staff members can distribute the duties among themselves.  By being supportive and helping the other departments to complete the daily agenda there will be no interference to the operations. 

	Leading by example and being supportive will motivate the other team members to perform their duties and increase productivity.

	I will redistribute the workload to staff members according to priorities. 
I will report any challenges to the manager. 
I will rethink and adapt the daily agenda to avoid overloading current staff.


	I will maintain the reception area and ask the housekeeping team to check the toilet facilities in the lobby regularly.  
	A clean and welcoming environment for the guests to enjoy during a check-in or check-out process will result in getting positive feedback on online platforms. Being appreciated by current guests helps in attracting new customers.  
Also, by keeping the workplace floors clean and free of any hazards it prevents any incident form happening. 
	The plan delivers ideas that guests and the company will benefit from. 
Thinking long-term will enable the hotel to succeed in this competitive industry. 
	I will suggest the management team to 
hire relief staff to avert any crisis.
Also, submit a proposal for staff incentives to take over duties/shifts such as days off, money compensations and employee reward program.  
I will go above and beyond for the customers with a personalized service during their interaction with the front desk office.
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Component Three:
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essay - Describe these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	[bookmark: _Hlk128659806]The portfolio will examine the core operations of the hotel. It will discuss four elements that are typically dependent on the operational modes of the hotel. These are the property management system, hotel reputation, communication, and the staffing of the employees in the hotel. 
The significant approach of hotel operations focuses on the activities which are compiled to maintain the effectiveness of hotels. This assists in managing the experiences of the guests. 
The front desk management in the hotel supervises different hotel operations. They overlook checking the guests and the motivation factor of the employees. There are key elements that are maintained in the operations of the hotel. This signifies different components that elevate the demand criteria of the customers in the hotel. 
The property management system is also considered the operating system in hotels. It offers thorough processing through the computer system so that organizing, performing, and scheduling of the functions and accommodations are involved in the business. Property management in the hotel has endured the usage of technology to increase the effectiveness of operations in the hotels (Castillo et al., 2019). 
The software through which the operations in the hotel are maintained assists in increasing the experiences of the customers in the hotel. The advantage that the property management system in the hotel offers the customer is the benefit of booking interaction with the customers and shopping on pre-booking at the hotel. The software which is regarded as the property management system in hotels assists in sharing generated feedback from the customer which helps the hotel to necessitate certain changes in the hotel. The solutions which are offered through the concept of PMS deliver the customer an enhanced mode of hotel experience that boots their stay in the hotel (Armas-Cruz et al., 2022). 
The element of PMS significantly assisted in the outreach and the growth of the operations in the hotel through the continuity of the software. The software increases the integration of the method of the back-office system in the hotel (Antonio et al., 2019).
PMS also offers the hotel industry to accompany the attainability of the management in different distribution channels in the hotel. This assists in increasing revenue and growth of the hotel as customers can book their rooms and services by using the hotel’s website. 


	
Element 2 – Hotel reputation


	Another element that is significant in the operations of the hotel is the hotel's reputation. This is considered by the hotel employees, which attempt to increase the satisfaction rate of the guests regarding hotel services. 
The hotel's reputation significantly influences the occupancy level of the hotel for the sustainability of the hotel (Kim et al., 2019). This helps to develop the business and aids in the growth of the organization. The initiation of these practices in the hotel assists in increasing the brand value and recognition of the hotel among the customers. This results in a larger number of guests.
The hotel industry market size can also work to elevate its reputation among customers by increasing the usage of online growth in the business (Egan and Haynes, 2019). This assists the business strategically in ensuring revenue growth through targeting customers based on their travel experiences. 
It also develops an understanding among the customers regarding the services which are being offered in the hotel industry. Consequently, the expectations of the guests are met which results in increased recognition of the brand. 
Rutherford (2021) considered that the positivity in the reputation of the hotel’s brand can also be increased by assisting the customers in offering the opportunity of sharing feedback. This will ensure certain improvements in the hotel are done by the staff that will encourage customer growth and brand reputation. 

	
Element 3 - Communication 


	Communication has an important contribution to developing effectiveness in the hotel business. The management of the hospitality industry promotes monitoring the communication among the employees and customers for the improvement of the hotel. The hotel maintains its operations in the business and ensures that the front office management categorizes and effectively communicates with the different departments in the hotel (Shin et al., 2019). 
As a result, the sharing of responsibilities and fulfillment of tasks are developed within a short span of time. To understand the potential of the customers in the hotels, the management and the staff indulge in communication through their responsive actions and understanding of the customers’ requirements. The management of the hotel assures the motivation of the employees through an effective communication process (Longart, 2020).
This encourages the employees to carry on with their work for the development of the hotel, customers, and their goals. The interactive process of the staff in the hotel assists in increasing the reach of customers in the hotel industry. They are determined to be the key source of increasing the profitable growth in the hotels. The front office department employs communication to address the issues of the customers and to improve employee services.  

	
Element 4 - Staffing 


	The staffing of the employees in the hotel industry is carried through a process that includes determining the enrichment of the employees. The process of hiring employees relies on recruiting people depending on the skills that they portray in the development of their careers (Bardi, 2021).
After the selection process of the employees, training is provided to them so that they can analyze when and where to effectively portray their responsibilities in the hotel. 
The development of the work is significantly dependent on the responsibility that the employees hold in the position that they are capable of (Foroudi, 2019). This process is significantly processed through the reach of the HRM in the hotel. 
The portfolio has included the scope of hotel operations on the premises of the hotel industry. 
It has discussed different responsibilities that highlight the role of operations in the hotels. 
The portfolio concentrated on the core aspects of the hotel processes that increase the demand for the hotel such as the PMS system, the organization reputation, communication, and the staffing of the employees in the hotel.
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