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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complains that on their arrival, their room had not been properly cleaned. Create an action plan and answer the following questions.


	Problem
	Why did it happen?

	What are you going to do?
	How will you prevent this from happening in the future? 

	What measures would you introduce to improve team effectiveness?


	


	
	
	
	

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	

	


	
	
	
	




Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.

As the floor housekeeping manager and given the recent guest complaints you need to put together a basic training presentation for your colleagues within the housekeeping team to get the best out of them, ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.

Introduction
The hospitality industry is characterized by its high competitiveness and dynamism. In such a fiercely competitive landscape, hotels must prioritize operational efficiency and the delivery of high-quality services to guests (Weber & Roehl, 2019). One of the most critical components in this regard is the incorporation of effective Property Management Systems (PMS), which significantly influence hotel operations and subsequent guest experiences (Agarwal & Bhooshan, 2016). Additionally, a hotel's reputation, effective communication strategies, and staff management are essential elements that contribute significantly to their success. The following sections will delve deeper into these elements, highlighting their relevance and importance in ensuring a hotel's prosperous and sustainable operations.

[bookmark: _Toc135868174]Element 1 - Property Management Systems (PMS):

[bookmark: _Toc135868175]The sophistication and capabilities of PMS have seen remarkable growth over recent years, especially with the incorporation of advanced features such as artificial intelligence (AI) and machine learning (ML). These cutting-edge technologies empower hotels to analyse colossal amounts of data quickly and accurately, which facilitates the identification of otherwise challenging patterns and trends. For instance, a PMS equipped with AI and ML capabilities can help hotels predict demand and adjust pricing in real-time, thus maximizing revenue (Kimes, 2019).
[bookmark: _Toc135868176]Another transformative trend in PMS is the shift towards cloud-based solutions. Unlike traditional on-premises systems, cloud-based PMS offers several advantages, including cost-effectiveness, ease of upgrades and maintenance, and enhanced scalability. These cloud-based solutions allow hotels to access their PMS from any location, leading to improved remote management capabilities and a seamless guest experience (Weber & Roehl, 2019). The move towards such sophisticated systems aligns with the broader digital transformation in the hotel industry and allows for more efficient and effective hotel operations (Agarwal & Bhooshan, 2016).

[bookmark: _Toc135868177]

Element 2 - Hotel Reputation:

The emergence of the digital age has significantly amplified the importance of a hotel's online reputation. A strong online presence is no longer a luxury but a necessity, given the influence it holds over potential guests' booking decisions. According to Beck and Ragsdale (2016), a majority of travellers read online reviews before booking a hotel, underscoring the impact of these reviews on their decision-making process.
Hotels must therefore strive to deliver high-quality services and actively manage their online presence to build and maintain a strong reputation. This involves monitoring online reviews and promptly responding professionally to negative feedback. It also requires maintaining an active presence on social media platforms to build relationships and foster positive word-of-mouth (Lee, Yoon, & Lee, 2015).

Moreover, the rise of Online Reputation Management (ORM) software has revolutionized the way hotels manage their online reputation. ORM software enables hotels to track, analyse, and respond to online reviews and social media mentions, identifying trends that can aid in reputation improvement (Ramanathan, Choi, & Park, 2019). As such, a proactive and strategic approach to managing online reputation has become essential for hotels in the modern hospitality landscape.

[bookmark: _Toc135868178]Element 3 - Communication:
In order to succeed in the operations of a hotel, effective communication is essential. It's also important between hotel employees and guests, as well as among housekeepers themselves.Various technological solutions have been implemented by hotels to enhance communication within their operations. For instance, mobile communication platforms are increasingly being adopted, allowing staff members to share real-time information such as room status, guest requests, and maintenance issues (Chen, Chen, & Chen, 2019).
The use of artificial intelligence technologies such as chatbots for improving guest communication is an emerging trend in this area. Chatbots are able to handle simple guest enquiries that allow employees to focus on more complex issues. Intelligent AI chatbots can also tailor the guest's communication according to his or her past and preferences, resulting in a significant enhancement of the visitor experience. (Chen, Chen, & Chen, 2019).
In addition, the hotel industry is becoming more and more inclined to install electronic signs for communicating with guests. In order to enhance the guest's experience digital signage can be equipped with key information like programme schedules, menus from restaurants and special features in their area. The use of digital signage as a wayfinding tool is also being explored by hotels to facilitate guest navigation on the property.
In essence, technological advancements are revolutionizing the way communication is handled in the hospitality industry, leading to more effective operations and improved guest experiences.
[bookmark: _Toc135868179]
Element 4 - Staffing:
In the context of staffing, a key trend is the growing utilization of employee engagement surveys. These tools serve to assess aspects such as satisfaction, engagement, and motivation among employees, thereby providing valuable insights into how staff members perceive their roles and the organization (Nguyen, Nguyen, Nguyen, & Nguyen, 2020). These insights allow hotels to identify potential areas of improvement in their work environments, fostering enhanced employee motivation and satisfaction.
Another key trend involves the implementation of employee recognition programs. These initiatives reward staff members who demonstrate exceptional performance in their roles, thereby fostering a culture of excellence and encouraging the delivery of superior service (Chow & Chen, 2016).
[bookmark: _Toc135868180]Furthermore, technology is increasingly being harnessed to enhance staff productivity and efficiency. For instance, some hotels employ automated scheduling software to optimize staff schedules based on various factors such as demand and availability (Gupta & Patiar, 2016). Finally, employee training and development is prioritized by hotels to ensure that staff members possess the skills and knowledge required to provide outstanding service, encompassing both technical and soft skills.

[bookmark: _Toc135868181]Conclusion:
Finally, in order to ensure the success of a hotel, four elements of hotel operations are essential, namely Property Management Systems, Hotel Reputation, Communication and Staff. More satisfied guests, a better reputation on the internet, increased staff communications and more determined employees can result from efficient management of these elements. (Kim, Han, & Lee, 2017).

Continual adaptation to meet the evolving needs of guests and the industry is paramount for hotels. Innovative approaches to improving the operation and guest experience are highlighted by trends such as the adoption of cloud based PMS, the use of online reputation management (ORM) software, the implementation of mobile communication platforms, the integration of chatbots and artificial intelligence technologies, and the focus on employee engagement, recognition and training.

Hotel operators can distinguish themselves from their competitors and continue to make an enduring success in a fiercely competitive hospitality sector if they remain alert to these trends and effective manage those key elements of hotel operations. The integration of technology in various aspects of hotel operations, combined with a keen focus on staff engagement and training, provides a strong foundation for hotels to thrive in the future.
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