Running Head: MEMOIRE FOR HOTEL STAFF                                                                          1

MEMOIRE FOR HOTEL STAFF                                                                                                   8







Foreign Languages and Cultural Awareness

Assignment Title: Aide Memoire for Hotel Staff

Module code: M5X01923

Aleksandrina Mincheva

1815164

Lecturer: Dale Clark

Submission Date: 15/01/20

Written Assignment





[bookmark: _GoBack]


TABLE OF CONTENTS
Aide Memoire for Hotel Staff	3
Introduction	3
Critical change in the taste and preferences	3
Aide Memoire for Staff to Improve Quality of Services	4
Modern business ecosystem	4
Consumer preference	4
Fitness and Minibar services	5
Reception guest	6
Impact of the changes	7
Conclusion	7
Table of “Do’s and Don’ts” for hotel staff	8
References	9














[bookmark: _Toc29913688]Aide Memoire for Hotel Staff
[bookmark: _Toc29913689]Introduction
	A hotel is a well-constructed and furnished building that provides both food and accommodation to visitors and clients at a considerable few (Barlan-Espino, 2017). Over the years, hotels and restaurants have evolved from mere preservation for local clients to bigger and better facilities to both domestic and international clients. These facilities may provide modest-quality services such as mattresses and medium beds in small rooms to more significant and more substantial suites that offer higher-quality services. For instance, in Japan, the tiniest hotels that provide beds alone with other social amenities such as bathrooms and breakfast being shared are referred to as capsule hotels. In contrast, more prominent hotels in Europe and American markets are referred to as resorts and restaurants (Barlan-Espino, 2017).
[bookmark: _Toc29913690]Critical change in the taste and preferences
 James et al. (2017) assert that in the course of time and a critical change in the taste and preferences of clients’ hotel industry has undergone a diverse metamorphosis from just place for food and accommodation to more complex amenities that provide services such as entertainment, modeling, and conferencing among others. This metamorphosis not only does it improve the profits and business development of the industry but also demands high-quality services and a critical investigation of the skills and professionalism of the staff members to cater for both local and international clients. Similarly, hotels have developed a system that understands the cultural, ethnic, religious, language, among other socio-cultural differences among international clients. Therefore, this research seeks to evaluate the best methods through which hotels can provide easy access and assistance services to their employees and staff to improve the quality of international hotel services.
In hotels, employers and employees work together to ensure that all customers require is attained. This helps in creating income and employment to other people who cannot have a chance of doing other jobs that require much training. Within a hotel organization, the workers and management should ensure there is hospitality. This whereby the kindness of welcoming guests and strangers should be equal so that nobody feels like he or she is discriminated against. In most hotels, there are rules and regulations that employers in the organization are supposed to adhere to when dealing with customers. In most hotels, when an employer fails to listen to a customers' complaint, he or she may be fired because customers' satisfaction is the crucial point to maintain while working within a hotel. When the consumer preference changes, the hotel has different ways to ensure they adapt to the change. Firstly, the organization ensures that the services are aligned according to the needs of the customers. This is whereby if some of the services are not well satisfied with the customers, the management may decide to ignore the service.
[bookmark: _Toc29913691]Aide Memoire for Staff to Improve Quality of Services
	The modern hotel industry operates on referrals from previous clients, and it is believed that the services of the hotel are as excellent and high quality as their staffing group and as the hotel thinks it is (Abhiyan, 2016). This means that quest satisfaction is prioritized in any hotel as those are the marketing and brand ambassadors to the new clientele. George V and Tabard developed this strategy in 1768 in an attempt to reduce the cost of marketing and advertising their hotel. Since then, many international hotels have modified them to enhance the management of their long chains of corporate as well as provide administrative services to all clients.
[bookmark: _Toc29913692]Modern business ecosystem
	In the modern business ecosystem to enhance the quality of the services one provides to his clients, he must recognize the importance of guest satisfaction as well as the variety of skills of his employees and staff members (Maul, 2017). Therefore, to improve the quality of staffing, it is essential to actively work to improve their education level through recruitment, attitude as well as scheduling. First, staffing quality begins long before they are recruited to the job or positions they desire to work. Hotels understand that the guest experience starts as soon as they arrive at the front desk. Therefore, the hotels should create a platform that staff members that operate in the from office are mobile-friendly, they understand the psychology and moods of the guest as well as have a vibrant cultural pluralism attitude as the hotel will handle people from across the globe. This will enhance the visual appeal and social interactionism to the guests that will enhance their stay and enjoyment of the hotel.
[bookmark: _Toc29913693]Consumer preference
	Customers are relative and observant of the feedback they receive from the hoteling staff. Therefore, the organization, as well as the entire industry, is supposed to create a staffing platform that actively solicits and responds to customers’ feedback. Professional teams provide online reviews to promote and accept feedbacks. This ensures that the clients show the value and professionalism of the quality of the organization’s team, which provides superior customer experiences (Blanchard, 2018). The online reviews provide that the staff stimulate automated emailing platforms that provide guest satisfaction surveys. This ensures that the team strives to exceed the expectations that the clients offer through the automated online emailing surveys and immediately develop consciousness of business operations.
[bookmark: _Toc29913694]Fitness and Minibar services
Exercise is vital in a person's body and life. Gym centers should be situated within the hotel to ensure that people can work out to reduce weight and maintain body fitness. The management of the hotel should go an extra mile by employing experts who train people in the gym centers. This makes people prefer the hotel to other hotels that do not offer such services, but when they offer, they do not have experts in fitness training. 
	Similarly, aide memoir to staff should provide that the team connect directly and personally with the clients (Wildavsky, 2017). This is a very critical and vital strategy, and undertaking that crews should learn at all costs, and organizations should facilitate the process. The customer-staff connections start on the front desk, meaning that the team should have excellent communication and interpersonal skills to enhance connectivity. Similarly, the staff members need to develop official social media outreach accounts with a critical and priority are given to guests on inquiry, bookings, and connections. This helps the staffing community to understand and gain insights about the people who will book to stay in the hotel. Wildavsky (2017) adds that It also enhance customized booking to clients with reserved accommodations and experiences through additional touches and details to personalize the experience and stay in the hotel. This, on one side, enhances staff provision of quality services and, on the other hand, acts as a marketing strategy as the guests will remember those experiences over the years and share them with other people. 
	Lastly, staff members are rational human beings with emotional, physical, and psychological fatigue and exhaustion (Polyakova et al., 2018). This condition makes them reduce their quality output and general development, both mental creativity and experiences, throughout working. The feedback that guests provide to the organization is critical at this point as they provide the basis to assess the output of the staff. For instance, if a particular team in the morning serves a client, the mood of the staff member will be right, full of energy, and the experience both interactive and service delivery will be at a high-quality level. However, as the day progresses, the staff member develops exhaustion, and the quality of output may tend to fall drastically or gradually. At this point, the organization understands that the staff member is exhausted by cannot critically evaluate and assess the exact exhaustion level. Therefore, the guest’s feedback will ensure that the organization can detect the precise fatigue level or whether it's physical or mental. Physical fatigue will be identified by the slow provision of services by the staff member, and mental fatigue will be detected by communication as well as interaction with the guests. Therefore, to aide memoir the staff with this condition, the organization should provide not only adequate staffing personnel but also reduce the working hours with an interactive working schedule to effectively reduce both mental and physical fatigue levels. 
[bookmark: _Toc29913695]Reception guest
The reception is concerned about how the guest services are offered. It offers the customer care services whereby a person can call any time to talk about an issue or book the room, which can be done online. Receptions give out the directions to where a person's room is located and allocates the customers. There are first class rooms that be booked by people of high class and can afford the prices. Other places have a relatively fair price to ensure they accommodate the member's low and middle class. The reception keeps the record of the hotel to ensure that the profits are determined and what happens within the hotel, like many cases of customers' miss-handling the properties of the hotel are handled. The members at the reception also feel the mails sent by customers and answering visitors' inquiries. The hotel has gone further to advertise its services to the internet through the host so that they can get customers from each part of the world.
[bookmark: _Toc29913696]Impact of the changes
Changes create efficiency in any organization. These changes help the management to always be on toes because when they fail to check on customer's issues, they may end up losing the customers. The changes also help the management to know what they can do if they decide to come up with a similar organization. In the end, the changes improve the guest services to increase in the hotel, and thus, the facilities become more attractive to people. Maintaining an excellent justification of guest services makes the changes to have a significant impact on hotel services. These changes are invertible, and therefore, they help in maintaining a proper way of how the hotel is managed and run. When a hotel is big, it implies that there will be many services offered by it. Each stakeholder should determine their plan well and services they can provide before they can come up with the idea of the construction of a hotel. All this, when taken into consideration, can easily make an excellent hotel with all the services required.
[bookmark: _Toc29913697]Conclusion
	This research acknowledges that hotel business, like any other business, is dynamic and prone to business changes as well as modern challenges. The study has shown that the company has grown through modeling metamorphosis as well as clientele growth from just local clients to international guests. The hotels have grown from small capsule hotels to larger resorts. Similarly, the research establishes that staffing quality, such as communication, interaction, service provision, as well as to conduct, is vital to the development of the industry.
Additionally, the research has provided four critical aide-memoire to enhance the output of the organization not only to enhance guests’ experiences but also improve the quality of services offered by the staff. Lastly, the research focuses on aide-memoire of the team critically, leaving out other factors such as SWOT analysis, business location, the political polarity of the business arena, as well as financial growth and goodwill of the hotel industry. Therefore, the research leaves it open for more evidence-based practices to enhance the modeling to ensure that staff achieves the overall goal of the hotel industry, which is the provision of quality services to the guests. 

[bookmark: _Toc29913698]Table of “Do’s and Don’ts” for hotel staff
	DO’S
	DON’TS

	Listen to its customers and serve them with diligence 
	The hotel should not make promises that exceed its  authority

	The hotel provides free drinks and snacks or lowers the prices for people who have booked the rooms.
	The hotel should not skip Stand-ups.

	The hotel should maintain quality standards 
	Do not disregard the proposed Financial requirements

	[bookmark: _Toc29913699]Strategize for standardized room service

	The hotel should not slack on Training services. 
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