
	
[image: UWTSD new Logo]

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

Contribution to Overall Module Assessment: 25%
	Student name:                
Student No:
	Alexandra Popa

2133013
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Laurence Blake
	


	
	
	
	

	

Most interactions between staff and guests occur at the front desk or reception area. The front desk oversees managing the room inventory, as well as the check-in and check-out processes and the account activity for each guest. The front desk allocates rooms to arriving guests based on their preferences and demands. (Rutherford and O’fallon, 2007) . The front desk has always been considered the hand center of the hotel. It is the department that makes the first impression on the guest and on which the guest relies for information and service throughout his or her stay. Positive first impressions are important to a successful guest experience. Many customers come to the hotel after long, exhausting journeys. They expect to be greeted with a kind smile and sincere greeting. If a guest has a bad experience upon checking into a hotel, he or she will be cautious of dealing with the other departments. (Walker,2017)
Effective and clear communication both written and verbal is an important skill for a front desk receptionist to have. Effective communication is crucial at every stage of the hotel and customer management since the hospitality business is one of the most customer-interactive sectors. Receptionists must have strong telephone personalities. They must be excellent salespeople with extensive knowledge of the hotel and the surrounding area. The reservationists' disembodied voices must complete the deal, convincing the customer to book the accommodation. Poor knowledge of English will not work. (Vallen and Vallen , 2013) . One of the most significant skills you may have as a front desk receptionist is providing customer service. Hochschild (1983) used the expression "emotional labour" to explain how employees in customer service roles are paid to control their emotions in the interest of the client: to provide "service with a (natural) smile" despite how they are feeling or how they are treated by customers. ( Hochschild, 1983, as cited in Wood,2013 ) 
 Nickson (2001) argues that 'aesthetic labour' refers to another ability that customer service employees are required to bring to their jobs: the ability to 'look nice' and 'sound right' while embodying the image that the business wants to present. (Nickson,2001, as cited in Wood,2013) 
As hospitality professionals, we must be able to identify a range of guest-related issues and act to either relieve them or prevent them. We need to not only keep guests satisfied throughout their stay, but also keep them coming back—hopefully with their friends! Attracting new guests is several times more expensive than retaining existing ones. Losing a visitor means losing far more than one sale; it may mean losing a lifetime customer. (Walker and Walker, 2013) To be successful in front of house role you must demonstrate that you can listen carefully and respectfully and that you can help to build relationships and achieve common goals. The best way to make colleagues feel valued and to foster teamwork is to make listening to them a priority. (Sturman, Corgel and Verma, 2011) It is essential to be friendly, confident, and patient at the front desk because your visitors' temperaments, requirements, and expectations may differ. Remember that, even in hard circumstances, having a friendly, calm, and optimistic attitude is your best weapon. At the front desk, multitasking becomes an art form that requires all of your communication, typing, and computer abilities. (Walker,2021)
According to my research, I learned that working in front of the house I have to listen carefully and empathize with the guest giving them complete attention and letting the guest know that I will do everything I can to help them. In addition to that, I was able to improve my customer service skills and learn how to communicate and provide high-quality service to my customers. I feel that these skills I am developing will be able to help me to run my department in the hotel. As I prepare to enter the hospitality industry, I am excited to apply the knowledge I have gained and develop my skills further, ensuring that I provide excellent service to guests and contribute to the success of the hotel.
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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 a quick resolution of this scenario in the future?


	In the absence of the manager, it is critical to developing good communication with other team members. This will allow me to organize tasks and deal with any problems that may occur. I will maintain a professional manner and communicate effectively.

	Communicate regularly with other departments, such as housekeeping, maintenance, and food and beverage, to ensure that guest requests and issues are addressed promptly and effectively.
	Recognizing people's needs and expectations at work
	Create a thorough guidebook covering regular operating procedures and emergency measures for the front desk.

	
Keep all front desk areas clean and organized, including the lobby, reception desk, and back office
	I will coordinate and control activities.

	I will motivate employees
	Ensuring that there is always a backup manager on call in case of emergencies

	I will greet each customer with a warm smile and a welcoming attitude.

	I will manage check-in and check-outs
	Create an organizational environment that encourages employees to work with purpose and efficiency
	Creating a detailed manual of policies and procedures for reference

	
I will encourage my staff to start the conversation with the guest.


	I collect feedback and manage them.

	Effective management of key activities critical to the overall success of the hotel
	The hotel can ensure that guests are always well taken care of, even in the absence of key staff members

	I will train my staff to provide guests with first-class stay


	I will make guests feel welcome and safe at the hotel

	I can make sure guests have a good time and leave a positive impression of the hotel.
	Provide front desk staff with training and assistance to ensure they are prepared to deal with these circumstances, as well as clear rules on how to manage guests' requests and complaints.

	To represent the hotel well to guests, I will provide excellent customer service
	I will ensure that the organizational objectives are achieved
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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)


	
Property Management System is software that helps the whole process of hotel management. It is essential for front desk operation, reservations, check-in, check-out, housekeeping, and room service. (Jonilonis, 2016) The Property Management system’s major benefits to help hotel manager’s tasks. It reduces their time and work pressure. Property Management System is a cost-effective process that boosts up hotels’ financial, accounting, and human resource management activities. It gives a systematic management system that helps to book guests’ data on the availability of rooms. (Miller, 2018) Front desk managers can access all the room statuses, guest statuses both current guests and upcoming guests, and also available staff.   In a hotel, there will be different segments like restaurants, bars, play zone, spas, fitness facilities, car parking, etc., guests can use these facilities and the bills will be autogenerated with electronic key cards. (Laws of Lagos state,2015) Effective hotel management is now focusing on self-service checking, digital payment, mobile keys, etc. With a property management system, hotel management can get innovative operation systems, increase employees’ work levels, and deliver top-notch service to guests. Hotel administration and the front office always ensure the services for the guests. (Feng,2015) 
They are customer-oriented management because they continue trying to improve their services to feel homely for their guests. The Oracle Hospitality Opera Property Management System is a widely used PMS in the hotel industry (Oracle, 2022). Hilton, Marriott, and InterContinental are just a few of the major hotel chains that use this system.




	
Element 2 – Hotel reputation


	Staffing is the process of selecting, finding, and making strategies for current and future employees. Hotel administration operates by its staff. All the administrative work is done by different categories of people. (Heizer and Render, 2014) An efficient staffing plan will provide a great service to the guests. Staffing is not the number of employees it is also the quality of employees. High Quality of staffing can create a positive impact on the services of hospitality. (Lussier and Hendon, 2017) Hotel administration must allocate all the staff according to their qualification and work categories. Another way of creating a quality service for all staff is training. Training must be a continuous process for all the staff to prepare them on how to behave with guest and their subordinates, how to communicate, and how to do all the hotel activities properly. (A, J, T.J, 2015) Hotel administration must have the concern of hiring process of staffing because, at the front desk, a manager should be educated and have good behavioural quality but in the back office, staff must have flexibility and willingness to work. The front office is the main overlook of the hospital. Tourists have different types of queries for the hotel room or services, the front manager’s vital duty is to provide a warm welcome and service. (Katare,2023). The hotel industry enhances income sources, opens new job sectors, and helps to build new infrastructure as well as develop the existing ones.
Four Seasons is known for its exceptional guest experiences and high standards of service. The company has consistently been recognized as one of the top luxury hotel brands in the world. (Four seasons, 2020)

	
Element 3 - Communication 


	
The front office department of a hotel communicates with different departments including guests, so clear communication is a must needed element for hotel administration. (Khosrow-Pour, 2020) Front desk managers have to give a warm welcome to the guests and manage all the activities with different departments like finance, housekeeping, marketing, sales, etc. Front office managers handle all the cash-related activities and interact with the guest about their services, also they are communicating with all the staff regarding the arrangements of the guest room, housekeeping services, food, and other facilities so they have to communicate frequently and clearly.  (Susskind, 2015) Appropriate communication with guests is the only way to make them feel a level of concern toward customers. The hotel administration must have clear marketing communication also that promotes the hotel’s brand and exact value. Smooth communication also helps the crucial conflicts between internal management and guest understanding. (Thomas and Ward, 2017) Training can be a proper way to enlighten all the staff that why communication is important for hotel administration. All departmental staff needs to be updated about their organization, their upcoming activities, and unique services for the premium guest if needed. (Jameson, 2019) Better communication may motivate all the employees in the same way. Sometimes administration has to listen to the problems that employees were faced. Marriott has implemented an innovative internal communication system called "M-Live" that connects its employees across the globe. The system allows employees to communicate in real time, share best practices, and access training and development resources. By fostering a culture of collaboration and communication, Marriott has been able to improve staff motivation, job satisfaction, and ultimately, guest satisfaction. (Social Tables, 2017)







	
Element 4 - Staffing 


	Staffing is the process of selecting, finding, and making strategies for current and future employees. Hotel administration operates by its staff. All the administrative work is done by different categories of people. (Heizer and Render, 2014) An efficient staffing plan will provide a great service to the guests. Staffing is not the number of employees it is also the quality of employees. High Quality of staffing can create a positive impact on the services of hospitality. (Lussier and Hendon, 2017) Hotel administration must allocate all the staff according to their qualification and work categories. Another way of creating a quality service for all staff is training. Training must be a continuous process for all the staff to prepare them on how to behave with guest and their subordinates, how to communicate, and how to do all the hotel activities properly. (A, J, T.J, 2015) Hotel administration must have the concern of hiring process of staffing because, at the front desk, a manager should be educated and have good behavioral quality but in the back office, staff must have flexibility and willingness to work. Hilton has implemented an industry-leading employee training and development program called "Hilton University." The program provides employees with access to online training resources, classroom training, and on-the-job learning opportunities. (Staff, 2005)









		Word Count
	



Reference list :
A., J.T.J. (2015) Professional Management of Housekeeping Operations. Hoboken, NJ: John Wiley & Sons. 
Atılgan, Y. and Stark, F. (2017) Motherland Hotel: A novel. San Francisco: City Lights Books. 
Browne, H. (2014) Honeymoon Hotel. Waterville, ME: Thorndike Press, a part of Gale, Cengage Learning. 
Feng, J. (2015) Educational Strategies for the Next Generation Leaders in Hotel Management. IGI Global.
Four seasons (2020). Service Culture. [online] Fourseasons.com. Available at: https://www.fourseasons.com/about_four_seasons/service_culture/.
Heizer, J.H. and Render, B. (2014) Operations management: Sustainability and Supply Chain Management. Boston: Prentice Hall. 
Hilderbrand, E. (2022) The Hotel Nantucket: A novel. New York: Little, Brown and
Jameson, D.A. (2019) Developing hospitality managers' intercultural communication abilities: The Cocktail Party Simulation. Ithaca, NY: Cornell University, School of Hotel Administration, The Center for Hospitality Research. 
Jonilonis, D. (2016) Property Management Systems: From a to Z. Amsterdam, Netherlands: Amsterdam University Press.
Katare, V. (2023) Hotel Front Desk Management And Online Services. ANMOL PUBLICATION.
Khosrow-Pour, M. (2020) Encyclopedia of organisational knowledge, administration, and Technology. Hershey, Pennsylvania (701 E. Chocolate Avenue, Hershey, Pennsylvania, 17033, USA): IGI Global. 
Lagos state (2015) Laws of Lagos state, 2015. Ikeja: Lagos State Government. 
Lussier, R.N. and Hendon, J.R. (2017) Fundamentals of Human Resource Management: Functions, applications, Skill Development. Los Angeles: Sage. 
Miller, R.L.R. (2018) Business Law: Text & cases. Boston, MA: Cengage Learning.
Oracle. (2022). Oracle Hospitality Opera Property Management System. Retrieved from https://www.oracle.com/industries/hospitality/products/opera/
Social Tables (2017). Why Marriott’s Marketing Strategy Is A Cut Above the Rest. [online] Social Tables. Available at: https://www.socialtables.com/blog/hotel-sales/marriotts-marketing/.
Staff, S. (2005). Hilton International: Creating a Global Service Culture. [online] Chief Learning Officer - CLO Media. Available at: https://www.chieflearningofficer.com/2005/01/03/hilton-international-creating-a-global-service-culture/.
Susskind, A.M. (2015) Restoring workplace communication networks after downsizing: The effects of time on information flow and turnover intentions. Ithaca, NY: Cornell University, School of Hotel Administration, The Center for Hospitality Research. 
Thomas, P.A. and Ward, P.L. (2017) "Communitas": Aspects of the human side of Library Management: Managing Change through organization development in libraries and Information Systems: An experiment in communication based on a workshop in O.D. at the County Hotel, Bedford in June 1974. London: Aslib. 
image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




