
	
[image: UWTSD new Logo]

Component One:
What are the key skills required to work at the hotel’s front desk? 750 words (+/- 10%)

Contribution to Overall Module Assessment: 25%
	
Student No and Name
	2127381
Adrian Grigore
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Lola Villard
	

	
	
	
	

	
To maintain a smooth and effective operation, working at a hotel front desk necessitates a wide range of talents. These skills can be divided into technical, interpersonal, and organizational abilities (Tesone, 2015). The report is going to examine each of these categories and emphasize the essential abilities required to flourish in a front desk position.
Technical Skills
For everyone working at a hotel front desk, technical abilities are crucial. They involve the ability to use technology, software, and systems to complete a variety of activities. Those are,
· Understanding of Reservation and Booking Systems: Front desk agents must have a thorough understanding of reservation and booking systems. They must be familiar with software such as Opera, Fidelio, and any other property management system (PMS) utilized by their hotel. This knowledge helps them to easily reserve rooms, verify availability, and process payments.
· Knowledge of Hotel Services: Front desk agents must be conversant with all of the hotel's services. This understanding allows them to deliver correct information to guests and assist them in making educated selections (Kim et al., 2018)
· Ability to Handle Guest Complaints: Front desk agents must be able to handle guest complaints efficiently. They should have good communication skills to listen to visitors' issues and deliver relevant solutions. This talent necessitates the capacity to maintain composure under pressure and to solve problems rapidly.
· Understanding of safety and security procedure: Front desk agents must be informed of the hotel's safety and security policies. This information enables them to ensure the safety and security of both guests and workers (Patel, 2021).
Interpersonal skills
Someone working at a front desk must possess excellent interpersonal skills. They require efficient communication with guests, co-workers, and managers. These abilities comprise:
· Good Communication Skills: Front desk agents must have excellent communication skills. They should be able to speak effectively and concisely with guests, co-workers, and managers. This ability requires attentive listening, and guest needs comprehension and a suitable response.
· Customer service skills: Good Customer Service Skills Front desk personnel must possess strong customer service abilities. This competency demands the capacity to anticipate guest requirements, offer solutions to difficulties, and exceed guest expectations (Kirillova, K., Lehto, X. Y., & Cai, L. A, 2016).
· Multitasks ability: Agents at the front desk must be able to multitask well. They should be able to do numerous jobs concurrently, such as taking phone calls, checking visitors in and out, and responding to guest inquiries. This ability entails prioritizing tasks, managing time efficiently, and being organized.
· Team-work: Front desk agents must be able to collaborate well with others. They should be able to collaborate with coworkers from other departments to guarantee guest pleasure. This talent requires the capacity to communicate effectively, share information, and provide assistance to team members (Kim et al., 2019).
Organizing Abilities
Those who work at the front desk must possess excellent organizational abilities. They involve the capacity to efficiently manage activities, time, and resources. These abilities comprise:
· Attention to Detail: Front desk agents must have outstanding attention to detail. They should be able to detect minute factors that may affect guest pleasure. This competence necessitates the capacity for observance, thoroughness, and accuracy.
· Time management: Agents at the front desk must be able to efficiently manage their time. They must be capable of prioritizing projects, managing their workload, and meeting deadlines. This ability necessitates the capacity to plan, organize, and carry out tasks effectively (Corgel et al., 2011).
· Recordkeeping: Front desk staff members must be able to keep correct records. They should be able to maintain track of guest information, reservations, and payments. This capacity necessitates organization, attention to detail, and methodical thinking.
· Financial Management: Receptionists must possess fundamental financial management skills. They should be able to handle cash, credit card payments, and other financial activities accurately. This competency needs the ability to balance cash drawers, handle invoices, and keep financial records (Chen, & Chen, 2019).
· Problem-solving: Front desk agents must have great problem-solving abilities. They should be able to detect problems, analyze circumstances, and give acceptable solutions. This skill needs resourcefulness, initiative, and creativity.
· Adaptability: Front desk staff members must be flexible. They should be able to manage unanticipated scenarios such as room modifications and visitor complaints with ease. Flexibility, open-mindedness, and responsiveness are necessary for this competence.
· Cultural Sensitivity: Front desk agents must be sensitive to cultural differences. They must be able to converse successfully with guests from a variety of cultural and ethnic backgrounds. This ability requires the capacity to comprehend and appreciate cultural differences, adapt to diverse communication styles, and avoid cultural misunderstandings(Bardi, 2010).
Technical abilities including acquaintance with hotel services, understanding of reservation and booking systems, and the capacity to handle guest complaints are essential. Interpersonal qualities such as outstanding communication skills, strong customer service skills, the capacity to multitask, and teamwork are equally vital. Organizational abilities such as attention to detail, time management, record keeping, financial management, problem-solving, adaptability, and cultural sensitivity are also necessary. Anyone who possesses these talents and is willing to work at the front desk in the hotel business can be considered for this position.
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Component Two:
In this scenario–It is my first day as a front desk associate and my manager has phoned in sick. Here, I created an action plan and answered the 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 a quick resolution of this scenario in the future?


	Preparing a to-do-list: 
Make a list of everything that needs to be done. This will help set priorities, make sure nothing is missed, and, in the end, make sure that guests have a good impression of the hotel.

	Assess the current situation: Take a moment to look at how the hotel is currently running. Check the number of people coming and going, the occupancy rate, and any special requests or problems that need to be taken care of.
	Get organized: 
The first step is to inspect the front desk space and verify that it is clean and tidy. Verify that all essential goods, such as the computer, phone, stationery, and guest folios, are conveniently accessible.
	Creating a concise communication strategy: Ensure that all team members have access to one another's contact information and emergency procedures. In the event of an emergency, this will facilitate rapid communication and information dissemination.

	Promptly attend to the guests:
The first impression is important, and how guests are treated right away can set the tone for the rest of their stay. It's important to smile at guests, help them out, and make them feel welcome.
	Prioritize tasks:
Identify the most important tasks to complete during the shift and give them top priority. This includes things like checking guests in, answering the phone, taking care of reservations, and making sure that guests' needs are met.
	Reviewing procedures: 
The second step is to study the hotel's standard operating procedures manual to confirm that the necessary protocols are being followed. This will require familiarizing oneself with check-in and check-out procedures, resolving guest inquiries and complaints, and room inventory management.
	Establishing a standard operating procedure: 
Create a standard operating procedure (SOP) that describes the processes to be taken in the absence of the management. Ensure that the SOP is easily available and that all team members are aware of it.

	Ensuring cleanliness: 
Make sure it's clean. The area around the front desk should always be neat and orderly. Make sure there is no clutter and that all of the supplies and equipment are neatly put away. This will give guests the impression that you are a professional.
	Communication with team members: Reach out to other front desk associates and support staff to ensure they are aware of their responsibilities during the shift (Corgel, 2011). This includes assigning tasks and making sure that everyone is aware of any special requests or problems.
	Monitor guest’s requests:
The fourth stage is to monitor guest requests and ensure that they are addressed promptly and professionally. This may include replying to requests for additional towels or pillows, providing information about area activities, or arranging transportation for guests (Patel ,2021)
	Cross-train employees: 
Cross-train employees on a variety of duties and responsibilities to guarantee that they can assume varied positions in the absence of a manager.

	Be knowledgeable:
Be knowledgeable. The person working the front desk should know enough about the hotel's amenities, services, and nearby places of interest. So, if a guest has a question, they will be able to answer it correctly and with confidence, making sure the guest has a good time (Moscardo, 2016).
	Stay organized:
Keep a record of guest requests and problems that have been solved, as well as any tasks that still need to be done. This will help make sure that nothing is missed and that everything gets done on time (Chen et al., 2019).
	Verify reservations: 
The third step is to verify that all guest reservations have been appropriately recorded in the reservation system. This will help to prevent overbooking or double-booking and ensure that visitors enjoy a smooth check-in experience.
	Reviewing and updating the contingency theory regularly: Evaluate and update the contingency plan on a regular basis to ensure that it remains current and effective. This will assist in detecting any plan gaps and making any necessary revisions (Tesone,2015).

	Maintaining open communication:
Keep the lines of communication open. Communication is important at any job. To ensure that guest requests are met quickly, the front desk employee should communicate with other departments, such as housekeeping. They should also let guests know about any changes or updates, like repairs (Benkaddour, L., &Chaabouni, 2018)


	Maintaining a positive attitude: 
Remain calm and professional, even during busy or stressful situations. This will help make sure that visitors feel welcome and that their needs are met (Bardi, 2010)
	Communication with other departments:
Communicate with other departments: The fifth and last stage is to communicate effectively with other departments, including housekeeping, maintenance, and food and beverage, to ensure that guest demands are addressed. This will involve transmitting information on room status, maintenance needs, and any special requests from visitors (Van et al.,2013).
	Identifying essential personnel: Identify critical personnel who can assume the manager's responsibilities in the event of an emergency. Be sure that they have the appropriate expertise and experience to manage the problem properly (Kim et al., 2010).
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Component Three:
Writing in essay format - Describing the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	The software that hotels use to manage and arrange their day-to-day operations is called a property management system, or PMS. A powerful property management system (PMS) is necessary for effective hotel management, and the primary functions of a PMS are as follows: front desk operations; management of reservations; guest services; accounting; and management of finances; and reporting (Chen, 2019).
Front desk operations are crucial to the profitability of any hotel, and a PMS may assist in the management of check-ins, check-outs, room allocations, and status updates for individual rooms. The management of reservations is another essential component, and a PMS enables visitors to book their accommodations online while supplying them with information that is both accurate and up-to-date regarding room availability (Corgel,2011). The administration of guest services takes care to provide the highest level of service to visitors at all times during their stay. A PMS is able to manage tasks such as housekeeping and maintenance in addition to requests from guests. Accounting and financial management offer a transparent perspective on the business operations and financial state of a hotel. Last but not least, the reporting provides insight into the success of the hotel as well as areas that require improvement (Bardi,2010).
A powerful property management system (PMS) may make hotel operations more streamlined, improve the satisfaction of hotel guests, and boost revenue. It is also possible for it to boost the productivity of the personnel, making it easier for them to concentrate on providing a high level of service to the customers.

	
Element 2 – Hotel Reputation


	Building and upholding a favourable impression of a hotel brand is an important part of managing the establishment's reputation. The reputation of the hotel is extremely important in luring new guests and keeping the old ones. The maintenance of a hotel's online reputation, the contentment of guests, and good customer service are essential components of effective hotel reputation management.
Management of one's online reputation is absolutely necessary for this day and age of digital technology (Tesone,2015). When making a reservation, the vast majority of passengers conduct research on hotels online and rely heavily on ratings and reviews found on the internet. A favourable online reputation can raise the visibility of a hotel and bring in an increased number of guests. A bad reputation, on the other hand, can be detrimental to a hotel's brand and lead to decreased income.
The contentment of hotel guests is yet another essential component of effective hotel reputation management. Guests who have a good experience at a hotel are more inclined to post positive reviews online and promote the hotel to others. Guest satisfaction is directly correlated to a hotel's level of customer service; hence, hotels should place a primary emphasis on providing individualized service and attending to the requirements of its patrons (Patel, 2019).
Hotels have the ability to cultivate a positive brand image, increase income, and attract more customers if they place a priority on managing their reputations.

	Element 3 - Communication 

	When it comes to the operations of a hotel, effective communication is essential, and this requires sending messages that are both clear and concise to both the customers and the staff. Communication on the inside, communication on the outside, and communication in times of crisis are the three most important aspects of hotel operations communication (Kim et al., 2018).
Internal communication involves communication among staff members, and it is necessary to guarantee that all departments are working together without any hiccups to ensure smooth internal communication. Good internal communication has the potential to boost employee morale and productivity while also lowering error rates. While communicating with guests, as is required for external communication, it is essential to deliver information that is both accurate and timely. Increasing customer happiness and developing brand loyalty can be accomplished through effective communication with the outside world.
During times of crisis, such as in the event of a natural disaster or a breach of security, it is important to maintain contact with both guests and workers. Good crisis communication can assist in ensuring the safety of guests and limiting the amount of damage that is done to the hotel's reputation (Sánchez-Mangas, R., &Alén, 2014).
Hotels can safeguard their reputations, improve the satisfaction of their guests, and increase the productivity of their personnel all at the same time by placing a priority on effective communication.

	
Element 4 - Staffing 


	Staffing is essential to ensuring that the hotel operates efficiently and that customers enjoy a pleasant stay. All hotel personnel is recruited, trained, scheduled, and managed as part of the staffing process (Law et al., 2014)
To guarantee that the hotel functions smoothly, it is essential to recruit and hire qualified personnel. Hotels require a variety of people, including front desk agents, housekeeping staff, maintenance staff, food and beverage staff, and managerial professionals. Each of these professions demands a unique set of abilities and experience, and it is essential to choose individuals who can effectively carry out their responsibilities (Xie et al., 2014).
Employees must be trained to guarantee that they can execute their duties to the best of their ability. In addition to orientation to the hotel and its policies, training should cover specific job requirements. This training should be continual to ensure that employees' skills and knowledge continue to grow.
Staff scheduling is another essential part of staffing. It is essential to plan workers to ensure that the hotel is sufficiently manned at all times, taking employee preferences and availability into mind. In addition to controlling labour expenses and ensuring that the hotel is working smoothly, proper scheduling can also help to control labour costs (Sönmez ET AL., 2015).
To guarantee that employees are motivated, engaged, and performing their duties efficiently, it is necessary to manage the workforce effectively. This includes establishing clear expectations, providing feedback, recognizing and rewarding outstanding performance, and swiftly addressing performance concerns.
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