
	
[image: UWTSD new Logo]

Component One:
What are the key skills required to work on the hotels front desk? 750 words (+/- 10%)

Contribution to Overall Module Assessment: 25%
	Student No:
	Humayun Kabir Chowdhury (2131342)
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Tristan Hawkins
	

	
	
	
	

	[bookmark: _Hlk129188104]Hotel front desks are the main region of any hotel where the guests get their first impression of their chosen residence. It is a very significant job for the benefit of the hotel. Some certain key skills are required for working at the hotel's front desk. As the front desk employee is the first person the guest may meet, the employee has to be neat and professional by appearance. He will be the face of the hotel for the guests and the guests will choose their accommodation based on the appearance of the front desk agent (O'Fallon and Rutherford, 2014). I have personally always experienced that if the front desk employee is reliable and professional, I find it more comfortable to stay in that accommodation compared to others. The front desk manager has to know multiple languages and if not, then at least he has to have fluency in his regional language and English so that he can communicate with the guests (Raghubalan and Raghubalan, 2017). In hotels, the guests are mostly from the outer regions of the country or world which is why it is very important to know other languages for communication. I have fluency in two languages and this has been very beneficial for my internship in hotel management. The language barrier often makes a hotel lose guests so it is very important indeed (Gupta, 2019). The front desk employee needs to have the strength to lift luggage that is 20-30 pounds because the guests carry such baggage and expect the hotels to take responsibility for that once they check-in. As a guest in any hotel, I have such expectations too. Problem-solving skills are one of the most important aspects of this job. There are many issues guests have that are raised during their check-in and the front desk employee has to know how to communicate with them and solve their issues (Feng et al., 2015). To solve these problems, the skills that are required is the technical skills. It is very important to know how to solve technical issues so that the guests can rely on the hotel administration. The front desk employee should have physical stamina because he has to stand almost all the time during his shift and it is very necessary to have the ability to communicate with the guests despite being tired. Staying positive and radiant during his job is one of the biggest components of his job. He has to know how to stay calm during complicated situations (Experts , 2021). 
When a guest first arrives at the hotel, he is unfamiliar with the rules and regulations, which can lead to problems. Sometimes the guests are not on their best behavior either. During that time, the front desk employee has to step up and stay calm so that he can handle this situation. He can't lose his temper over the guests and must be patient throughout the entire process. The front desk employee has to be organised, and he has to care about the details of his job (Pont, 2015). The job of his position requires a lot of multitasking, and if he's not organised, he won't be able to manage to multitask. He has to have a neat working procedure to keep track of his progress during his job (Raske, 2017). This is how we can complete all his tasks without any errors. When it comes to running a hotel, the front desk manager have to have strong personal skills that will help them communicate and manage front desk situations (Hoque, 2017). The front desk employee must not only maintain the guests but also provide instructions to their subordinates, so he must know how to have a strong personality and use his skills for teamwork and variety. Employees at the front desk should have flexible work schedules because the job is unpredictable and they may have to work early morning or late-night shifts at times. When I was staying in a hotel, I knew that the front desk staff and hotel manager would work extra shifts because there was an overflow of guests (Ivanov et al., 2016). So, this kind of flexibility is very important for the job. This hotel manager must have strong written and verbal communication skills, as well as computer literacy. Right now, the world is dependent on technology, which the guest management systems support through technological software and applications. This is why the front desk employee has to know how to use a computer and have some basic knowledge regarding the software for guest management so that he can play his role properly. These are the key skills necessary for an employee who works at the hotel front desk (Sturman et al., 2016).
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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.

	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 quick resolution of this scenario in the future?

	[bookmark: _Hlk129174376]I will maintain good behaviour with the guests so that their experience becomes better and more comfortable. I will make sure that the hotel staff are working properly so that the guests don’t feel any sort of discomfort during their stay.
	I will create a schedule for the staff working under my supervision and make sure that all the staff are working properly according to it.
	Customer service is the main part of this job and my priority will be to communicate with the customers as much as possible to make their stay comfortable.
	I'll make an effort to address every problem that visitors encounter so they don't have any complaints when they check out.

	I will ensure the cleanliness of the hotel areas so that the guests can have a wonderful experience during their stay. 
	I will ensure that the staff are getting enough breaks in the middle of their schedule so that they can work with full efficiency.
	I will try to solve every issue that is faced by the guests so that they don’t have any complaints when they are leaving the hotel.
	To enable my staff to operate at their peak efficiency, I will make sure they are working correctly and according to the schedule. It is crucial to correctly manage the staff, which is what I will do.

	I will keep the waiting area of the hotel very simple and elegant so that the guests can be in a comfortable state while waiting for their room being ready . 
	I will keep a journal for keeping a track of my actions and make sure that the manager of the next shift knows the work done during my shift. I will also report to my superior once a week so that I can understand my progress. 
	I will ensure that the staff under my supervision are working properly as per the schedule so that they can work with their highest efficiency. It is very important to control the staff properly which I will be doing.
	I'll keep an eye on every action the staff takes to make sure it's done correctly and nobody gets lost during their job.

	I will solve the problems of the guests regarding their checking in and out and any issues related to their stay. Providing the best customer service will always be my priority.
	If there is any inconvenience during my shift, I will contact my superiors for helping me to solve them . 
	I will monitor every action conducted by the employees so that they are done properly and nobody faces any sort of confusion during their shift.
	All these actions will help me to create a good environment in the hotel. 

	I will arrange welcome drinks and beverages for the guests when they arrive so that they come back again and again for the experience. 
	Any sort of discomfort faced by the guests will be my priority to solve and I will try to communicate with them as much as possible. 
	
	These actions will increase the efficiency of the hotel and customer reliability will be increased. 



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)


	[bookmark: _Hlk129188198]Every hotel requires some management system to stay active in the competitive market. A property management system (PMS) is a program which streamlines the managerial and appointment administration processes for hotels. Front-desk activities, bookings, distribution channels, maintenance, pricing and vacancy strategic planning, and billing handling are among the most crucial duties. Although PMS software primarily manages reservations and banking transactions, it might also let the hotel handle maintenance and control the employee materials (Chibili, 2017). Throughout speaking, PMS streamlines a hotel's main organisational and exterior processes and systems. Throughout the 1970s, the first hospitality management administration systems were released. However, not all hotels have one even now. Traditional PMS programs might only be capable of one purpose, need extra features, or be too difficult to combine with other essential hotel monitoring systems. To handle all the operations, hotel companies are searching for an all-encompassing, one-and-done approach. Lots of job situations are combined into one software component in a contemporary property management system (Migdal, 2015). The collection of components and capabilities, as well as the capability of a single module, can differ according to the vendor. Alternatively, some suppliers offer their platforms as standalone components that can be combined with an already-in-use lodging system. Presently, large hotel companies, little inns, as well as everything in between use hotel business administration systems. These tools allow businesses to manage appointments and view the progress of hotel accommodations. Nevertheless, this is not the end of their usefulness. Hotel owners can control lumbar operations, handle the provision of food and beverages, and monitor accommodation hotel revenue through a PMS.

	
Element 2 – Hotel Reputation


	Presently, large restaurant companies, little inns, and everything else that exists uses hospitality business administration systems. These tools allow businesses to manage appointments and view the progress of hotel accommodations. Nevertheless, this is not the end of their usefulness. Restaurant owners can control lumbar operations, handle the service of food and beverages, and monitor accommodation hotel revenue through a PMS. Internet image has a straight impact on sales amount in the hypercompetitive hotel business. Competitiveness can be obtained through efficient and effective image management (Chibili, 2017). On the other hand, a bad online image may result in significant losses. More money will be lost in lost sales if you ignore the unfavourable remarks and evaluations that show up on Google's first tab than if you invest enough money in efficient lodging perception management. Many times, company owners invest years cultivating a favourable perception of their company and are shocked by how rapidly their arduously earned brand is damaged. Being vigilant is the secret to achievement. A Hotel website's corporate reputation is a notion that most managers are still getting their heads around. With the advent of the internet and shifts in customer society, managing an online reputation is currently a key element of a marketing plan (Hayes et al., 2017). It is reasonable that restaurant proprietors and managers face daily constraints; therefore, a simple, approachable answer is needed to control the image effectively. Lodging perception leadership has evolved from being a potential enhancement to a resort's revenue strategy to being a crucial component for keeping a property relevant. Allocated to complete and sharing it wisely will improve your exposure all over social networks, evaluation websites and scheduling systems, as well as bring attention to the apartment's website.

	
Element 3 - Communication 


	Efficient communication is essential for the operation of any hotel business, whether this is interacting with customers to guarantee their happiness or planning with employees to deliver first-rate assistance (Sangar, 2016). The hotel sector places a premium on efficient communication abilities even though they can be used to establish relationships with visitors, settle disputes, and improve visitors' experiences in general. It's easier to prevent misconceptions and communication breakdowns that could interrupt the agency's flow when the conversation is succinct and straightforward. The value of effective communication, both verbal and nonverbal, abilities in the hospitality business cannot be understated in this era of technological conversation. Strong communication abilities can improve a visitor's perspective because they demonstrate that all individuals are paying attention to companions, appreciating their input, and communicating clearly (Sturman et al., 2016). Customer retention, more revenue, and ultimately greater lodging profitability can result from this. When workers pay attention, they comprehend what is being said and respond substantially (Hoque, 2017). Any hotel chain must be capable of efficiently interacting with its employees, clients, and other experts in the industry. A hotel owner who could also clearly express their goals and objectives to their staff will be more successful compared to somebody who can't. A person can only expect to establish an atmosphere that is genuinely friendly and welcoming if they have a thorough comprehension of the requirements and desires of the entire employees and visitors. The old saying it isn't what you say, it's how you say it, remains valid as it relates to information exchange.

	
Element 4 - Staffing 


	A satisfied customer is the fundamental function of the hotel business (Experts , 2021). The finest amenities are given to consumers by the tourism sector. Food and drink, restaurant work administration, tourists, etc. are all included in this sector. The restaurant industry in terms of employees could perhaps treat customers nicely to keep them happy. To deal with the audience, they ought to possess outstanding client service and excellent communication. Any company must have a superintendent. The everyday workings and procedures are observed and monitored by the restaurant or hotel sector supervisors. In the interest of bettering worker success, capacity building is a crucial component of human resource administration (Feng et al., 2015). It helps employees specialise in their fields of expertise and effectively allocate their abilities. These times, businesses must wage an intense battle against rivals. Because personnel are a company's most important source of achievement, employers must offer more perks to attract and keep talented workers. Besides that, in hopes of decreasing the staff turnover of the businesses while minimising the total expense of employment, the businesses give different compensation packages for something like the workers (Gupta, 2019). There are two different kinds of advantages: financial deepening and non-financial incentives. Both indirect and direct financial advantages are distinguished from one another. Salaries, compensation, profits, and incentives are the immediate benefits. Welfare support, and parental and healthcare leave, among other things, are instances of undetectable advantages. Workplace environments, flexible work schedules, and proper fashion statements are among the non-financial advantages.
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