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Component 2 

What are you going to do to ensure that the hotel is represented well to guests? 

I will take subsequent steps to represent the best image to the guests and make sure the hotel operations run smoothly throughout my shift. 

1. I will review the employee handbook, manuals, and all the other related documents of the front desk to get acquainted with the hotel’s operations and procedures. 

2. I will make sure the front desk is clean, organized, and fully stocked with all the essential supplies, brochures, registration cards, etc. 

3. Greeting warmly to the guests and welcoming them with a smile and introducing myself. 

4. Give full attention to the guests and adequately and promptly respond to their needs and demands (Mouneer, Aly and Mina, 2021).

5. Be assured of the guest’s requirements and needs to be accomplished by providing room keys, extra towels and sanitary, and other visiting places recommendations, etc. 

6. I will also make sure of the availability and ensure the guest’s check-in and check-out.

7. Manage any kind of uncertain issues and problems with analytical skills. 

8. I will always keep accurate and error-free transactions and other sensitive information secured by the hotel company (RAJA et al., 2020). 

 How will operations run smoothly throughout your shift? 

During the day, there will be a steady flow of all kinds of checking-in and out operations to run smoothly and all the inevitable and uncertain issues and problems will be accomplished on time to provide a good and efficient experience to the guests. The hotel must be staffed with experienced and skilled employees to ensure the guests keep waiting for a long time. The front desk is the main and reflecting image of the hotel so must be kept clean and visible. The employees at the front desk must be experienced and presentable to communicate and interact with multicultural guests. The service at the front desk must be adequate and quick and guests don’t like to wait after long hours of traveling (Menicucci, Paolucci and Paoloni, 2019). 

I will make sure of the communication to schedule the staff and employees to ensure that there are no issues in the hotel management. Moreover, the communication in the hotel must also impact the on-boarding procedures to hire new employees to be sure of confusion and end up missing of the new recruits to shift their duties with each other occasionally (Putra, 2021). 

Why would you consider your plan being the most effective? 

My plan is focused on excellent customer service to maintain efficient operations, in addressing issues to be proactive to cope with certain issues is very efficient.

What contingency plan will you put in place to ensure quick resolution of this scenario in the future?

A quick resolution of the future scenario to create an exigency future that includes:

1. Ensuring support for employees during unexpected absences is the result of cross-training in the hotel sector.

2. To create an extensive manual of operations as to outline the protocols, standards, procedures, and all practices including at the front desk. 

3. A backup manager is to be presented in the absence of the primary manager.

4. Reviewing and updating regularly the existing plan to make sure of its relevancy and effectiveness (dos Santos et al., 2020). 
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Component 3

1. Property Management System 

An application of software named PMS or Property Management System assists businesses to manage their bookings, finances, and guests in the hotel. This software is mainly used in the hotel sector but is also used by hostels, beds, and vacation rentals. This application software help to increase the working efficiency to automate the reservations, guest check-in/check-out, and other accounting. It also helps to recommend the room which is most used by the guests, and what amenities the guests are using. There are different PMS solutions but each has different features and functions according to the sector and department. It is very important to consider the right software for PMS so, there are many elements that help to consider the right software application. 

The manager of the hotel must understand the difference between traditional and cloud-based software. The managers can simply be asked about the software before confirming the services (Al Hayek and Odeh, 2020)

Readily available customer support also assisted the property management to look for a PMS to provide reliable customer services and contact information to get connected (Sutton et al., 2020)

PMS required in hotel management needs to easily integrate the current legacy and modernize the operational activities. Moreover, the managers must look out for a PMS system that can easily connect and integrate with other applications and software in the hotel. Some incorporations also look for the integration of CRM software, POS system, Engagement engines, and other financial assimilations (Moreira et al., 2019).

Reliable Property Management

In hotel management, there is no room for error in service as well as in the system running to perform different functions. A reliable PMS helps the hotel sector provide the peace of mind to run hotel management smoothly and efficiently. Benchmark other systems of PMS used and tested by the competitors and rival organizations of Hotel sectors. 

2. Hotel reputation 

Hotel reputation includes all the monitoring and inducing hotel perception online.  This system includes keeping track of the posting, reviewing sites, and engaging on social media, to optimize the search site and much more with respect to the hotel sector. The hotel industry must focus on the guest to create and provide better services in the hotel to provide services even before the hotel reservation (Alrawadieh and Dincer, 2019).

• all the staff members must be trained and skilled to prioritize the guest’s experience and all the activities of the hotel staff must pay close attention to their requirements and needs to give them the best experience at stay. 

• The hotel staff should prioritize the needs of the customers to provide and satisfy their needs and demands as this information is beneficial for the hotel to provide preferred services in the future. 

• The customers get quick and direct responses from the customer care center of the hotel but avoid generic responses as 79% of the travelers said that reviews on personalized hotel responses are more useful in highlighting the significance of the management responses (Perez-Aranda, Vallespín, and Molinillo, 2019).

•The promoters of the hotels are those guests who recommend others about the hotel and ensure that others must pay a visit to the place or upload videos to reinforce the strengths. 

 • The hotel also takes negative reviews in a positive manner as to place these reviews as an initial point for constant improvements. 89% of the travelers suggested a careful review of the negative feedback leads to an increase in the effectiveness of the hotel service. 

• It can cause a drastic impact on the hotel management lacking effective and adequate responses by the hotel management of customer service. It is very important for the hotel management to answer in a polite manner and sincerely apologize to them to build a strong connection and loyalty relationship (Anagnostopoulou et al., 2019).

. Some incentives and extra services to the guests also help the hotel to increase sales and revenue by giving discounts and giving a special treat to the guests on their special occasions to increase their experience satisfaction. 

• use technology to perform different tasks and activities as technology has changed the perception of regular-based activities performance as software help to make reservations online, advance payment before reaching to the destination, and even check-out from the hotel (Lai, 2019)

3. Communication 

In the hotel sector, communication is the most vital element in communicating and interacting with the guest on their arrival at the front desk. A hotel manager must consider the vision and expectations of the teams to achieve results of more efficiency and proficiency. Managers in the hotel can also easily manage both employees and guests to create an environment to welcome and accommodate the hotel environment (Odin, 2021).

In this electronic communication era, we must consider the importance of verbal and non-verbal communication skills to interact and communicate within the hospitality sector. An email and telephone help to communicate and conserve the guest’s rights to communication. Excellent skill of communication increases the guest’s experience by showing that you are valuing and respecting them (Kodheli et al., 2020)

4. Staffing

A process of recruitment and hiring of eligible and qualified candidates in the company. The meaning of staffing is an operation of recruiting employees to evaluate their skills and knowledge and offering specific job roles in accordance with their designation. Employment of people with the right skills and expertise to the different areas of production to increase the efficiency of the overall company work. It is also very essential for the organization to look at the staffing components of recruitments, selection, and employment with respect to the job applicants. The main objective of excellent staffing includes recruitment, selection, and employment to acquire the quality human resources to possess the competencies and ability to accomplish the universal aim of the hotel industry. In the hotel industry, good staffing requires a standard framework to involve employee engagement, teamwork, and unity to perform the tasks of the hotel industry. HR is also a very important sector of the company to hire, train, and develop their skills to meet the needs and demands of both employees and intend a win-win situation (Rae et al., 2021).
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Component 1 

Introduction

Customer Service is a vital element to determine customer satisfaction in the hotel industry. As the service begins when the customer check-in the hotel or makes online reservations. The front office of the hotel is the department responsible to retain the customers in the hotel. The front office of the hotel is also called the reception of the hotel, the main facility office of the faculty, and the front desk section. In the front office, different other departments are also involved as housekeeping, marketing and sales, concierge, and reservation. The reception area is also considered the hotel’s public image as it reflects the structure and organization of facilities and services provided to the customers. The front office must have resources, appearances, and skilled and experienced staff. Moreover, the front office team should be well-skilled so as to relate with the customers, stakeholders, and hotels. The hotel which understands that much significance of the front desk or office usually equip it with resources and skilled employees. Additionally, the management must also consider different elements of the front desk as how it works, and how it should work to improve the experience of customers and to increase the success and revenue of the hotel (Perez-Aranda, Vallespín and Molinillo, 2019)

Front Office Staff Roles

As the front office is the public image and is one of the departments of the hotel that directly interact with the guests. The front office must be visible to the guests on arrival. Employees of different designations are included in the front desk services as receptionist manager, guest service manager, night audit manager, reservation manager, and communication manager. The reservation manager is responsible to deal with the daily reservation and booking b the customers, evaluating occupancy, and providing relevant information regarding different operational activities such as available tours and itineraries (Putra, 2021). Moreover, the reception section is managed by other reception managers and sees all the duties of the receptionist as receiving and welcoming the coming guests, seeing them off, and ensuring their current stay as per their requirements and standards. For service delivery, feedback and reviews from customers also play an important role in hotel improvement. The service team is the main responsible entity to arrange and take care of all the mailing and other connections while staying at the hotel. Additionally, other staff members of the night audit are also very important for the hotel service. The staff of the night audit team also consider as the docket of the night audit team. For example, making sure all the operations of the hotel are running smoothly as well as the security system of the hotel while customers stay at their hotel. There is one other important staff of the reception area as the communication team to make sure all the communication services of internet, facsimile, and other telephone connection and services are under control and available to their guests at the hotel (Mouneer, Aly and Mina, 2021)

Skills and Knowledge of Front Office Team

The reception or front desk is the first point of interaction between hotel service and guests. Primary activities are included in the reception sector of receiving, verifying payment and accorded service provided to the guests as per their instructions. It is a very crucial department for determining the success and failure of the hotel so, the front desk must hire and allocate the best of their staff to provide better and more efficient services to their guests (Oberländer, Beinicke and Bipp, 2020). Even though the front desk hire and assign different responsibilities to different employees but their core knowledge, skills, and even competencies are all similar. Communication and interpersonal skill are the most important as the reception staff has to talk and communicate with the guests to satisfy them with the selection of their hotel by identifying their needs and requirement and providing them (Rae et al., 2021). So, to provide the guests with the best services, the employees and staff must be skilled and experts. Different skills are required by the communication staff to greet guests, phone etiquette, obey all the policies and regulations, conduct ethical performances in the hotel as well knowledge and expertise in multi-language to deal with international clients more efficiently. The staff of the front desk must be neat and professionally presentable so as to interact with the customer’s requirements and build a strong and eligible brand image (dos Santos et al., 2020)

The staff of the front desk must have the analytical skills to cope with uncertain problems and situations as guests always approach staff for their problems.  The hotel staff at the reception desk must have interaction and connection with the other departments of sales, teamwork, and corporate skills to provide the best services along with focusing on the revenue generation of the hotel. Teamwork is very important in all the departments to perform different tasks with unity and collaboration of the employees (Charalampous et al., 2019)

Conclusion

The front office is the brand image of the hotel as it includes different employees or designated workers of receptionist, cashier, guest services, and information sector. The front office staff is charged with welcoming, seeing off guests, directing them to their rooms, and guiding them about each and every query to increase their satisfaction. The teamwork must be neat and presentable and have analytical skills, and communication skills to increase interaction and customer satisfaction during the hotel stay. 
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