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Executive Summary

This assignment will include a role in hospitality management and what their responsibilities are. It will also include the benefits of employability skills to both employees and employers and the importance of having these skills. The advantages of these skills are listed as well as why they are relevant and how they can be used in different situations. 

It will also analyse which of the skills are most important and why these skills are needed and what benefits they bring to employees and employers alike. 
 
The paper will include an analysis of skills required for this management post. Skills discussed in this report consists of communication, leadership, interpersonal, time management, problem-solving and IT skills. It includes the writer’s skills that can be linked to employability and how it can help the writer when in a manager’s position.

The conclusion has compared the skills required by employers with those of the researcher. It includes the skill is needed and why it is useful for managers to have. It also involves the skills that the researcher needs to develop on and have recommendations on what actions need to be taken to achieve this development. 
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Terms of Reference

The lecturer, Marie Pitson, asked the researcher to produce a management report, to be submitted on 2nd March 2018. It was requested on 30th January 2018. The report is compiled on employability skills of the researcher and discusses what skills employers require from employees.

The researcher did not find any difficulty finding resources to compile this report. There were several books and online articles about employability skills that the researcher was able to use to complete this report.









            


                                                                                                                                                                        









Procedure

Several books, journals and websites were read to compile this report.



























1. Introduction

Employers who hire potential employees are looking for transferable skills, that is, skills that may have been developed during an individual’s life or experience that can be used in the workplace to deal with challenges that may arise. The key skills discussed in this report include critical thinking, collaboration, leadership, creativity, communication and customer service; all of which increase the chances of individuals securing a place within organisations. These skills serve to help employees stand out and can be used for making good, solid decisions so that they can take appropriate action to solve problems, work effectively within a team and enable them to deal creatively and innovatively with issues and provide excellent customer service. (Doyle, 2017). The author mentions these essential skills and why they are beneficial for employees. 

Those looking to expand their horizon and develop careers in management will require specific skills to succeed. Managers are responsible for businesses meeting the highest of standards and ensuring any issues are dealt with efficiently. Therefore, skills such as problem-solving, planning and strategy, communication, interpersonal and team building skills are needed to ensure that managers will be able to do their job efficiently. (Brighton, 2016). It has been said by Brighton’s School of Business and Management that these skills are essential for a good manager. 






 

 






2.Findings

The benefit of work skills for both employers and employees would mean that the responsibility for conducting the performance of hotels, bed and breakfasts, resorts and other types of hotel establishment would lie with the hotel management. Managers have a duty of running hotel staff, ensuring the facilities are sanitary and of high standards and making sure guests are satisfied. They are also responsible for sales management, financial accounting, and marketing management. The roles and responsibilities of a hotel manager vary depending on the size, the purpose of the hotel and what is expected of hotel managers. (AGCAS, 2016). This source states the roles and responsibilities of a hotel manager. 

For managers to cooperate effectively with their staff, they need to display positive attitude and behaviours toward them. This will allow the staff to feel that they are working alongside their manager instead of for their manager. Whilst it may be difficult to always put people first, there is a philosophy based on the ‘Golden Rule of Life’ which states “manager others as you would like to be managed yourself”, which simply means exhibit the attitudes and characteristics you would like to be managed by, if you were working for a manager (Mullins, 2013). 

 2.1. Leadership Skills
Leadership skills are equally important as managers will be able to utilise these skills to motivate their employees, create solutions to the problem and efficiently deal with complaints from guests. As quoted by (Schulze, 2018), “Leadership is creating an environment which people want to be part of the organisation and not just work for the organisation. Leadership creates an environment that makes people want to, rather than have to do”. 

Managers who successfully create an environment that has values and virtue will find that their staff are motivated to do their job and that their work is of high standards and done adequately, which shadows the excellence of a manager with exceptional leadership skills. (Inamdar, 2016). According to the author of this article, managers that possess values and virtues can build effective team members to run a motivated and successful business. It has been analysed that the researcher needs to develop their leadership skills, as they have mainly been working in a team rather than leading a group.                                                                                                                  



2.2. Interpersonal Skills
Interpersonal skills, which is the ability to communicate or interact well with other people, are needed as managers will need to be calm and collective in stressful situations and be able to communicate with different types of people. Communicating effectively with staff and delegating tasks and responsibilities amongst staff, aiding staff in understanding their performance and making them responsible for it, including support systems for both manager and the staff will help to significantly decrease stress and career interference with their personal and family life, as well as increasing quality of life. A stress-free work environment can help the manager to run their business more smoothly, without any factors affecting it negatively which could potentially decrease the quality of the business (Singh, 2014). An assistant professor, from the department of Management, claims that interpersonal communication skills are highly significant for a management role, in order to be successful and competent. 

2.3. Communication Skills
Good oral and written communication and other parts of communication skills are highly essential for a managerial position. Adequate communication skills are important as clearly communicating with guests and staff are a big part of their position. These skills will allow a manager to work effectively within a team, having the ability to put their thoughts and ideas across and building relationships with their staff members. Being able to communicate with guests at a hotel establishment, will aid managers in understanding if they have any queries and helping them to solve these issues so that guests are satisfied with the service. These skills can help guests to have a positive experience by being able to listen attentively to them, showing that you value their feedback and be due to deliver clear message. The positives of this include customer loyalty, exceptional reviews and a better business that can become very successful over time. Managers can be trained to learn how to communicate effectively and develop their ability on communicating “how” and “why” things are done.  (Gibson, 2015). The author claims that good communication skills are important for every workplace environment, however, it is considerably more important for hotel management. This is because hotel managers can help increase a guest’s satisfaction with their experience by having adequate communication skills.

The researcher identified possession of communication skills from working as an interpreter within a team at Bawso Women’s Aids. The researcher’s skill links to employability as communication skills are essential in a management position, due to the demands of this job, such as interacting with staff members and guests. This interaction can help the manager work with their staff to ensure that their establishment is of high standards and that it has excellent service. This skill can also help managers to effectively deal with any queries that guests have and ensure that they have understood what they are relaying to the manager and that the manager is able to give back clear concise information. (Gibson, 2015). As mentioned by the author, communication skills can enhance interaction with guests and colleagues which is a useful skill to have in hotel management. 


2.4. Time Management Skills
Time management skills are highly desirable as this means a potential manager will use anytime they have efficiently. Being able to use time effectively means that crucial tasks are done, and overall saving times saves the business money and increases earnings.  Employers view someone with good time management skills as more efficient, productive and being able to meet deadlines. This shows that their focus and target is set on tasks that are paramount and time-sensitive.  An adequate manager with good time management skills can get rid of distractions and assign and prioritise tasks to the staff members to reach their targets (Doyle, 2017). Adequate time management skills allow for more things to get done in a shorter period, helping people to use learning opportunities to their advantage, decreasing stress levels, increasing the overall quality of life and helping an individual thrive and succeed in their career. 

The researcher has time management skills, evident from a job at the Bawso Women’s Aids. Excellent time management skills were shown by good attendance at meetings and turning up on time. The researcher was on top of heavy workloads, such as working with individuals who did not understand or speak English, to write statements to be used in court, following through cases until they were closed and ensuring that deadlines were being met. Linking to employability, time management is crucial for managers, as they must lead by example and be a role model if they want their staff to be on time and ensure that they are where they need to be. (Doyle, 2017) As said by this source, time management skills are crucial for a management role.

2.5. Problem Solving Skills
Problem-solving and critical thinking are crucial as managers may find themselves having to think quickly on their feet when a situation arises and overcome different problems that may arise in the business. Problem-solving helps managers to think clearly and rationally when placed in a specific situation. Different scenarios may require solutions that are not common and problem-solving helps individuals to think outside the box and creatively come up with solutions that are useful and relevant that could solve issues, where common intervention may not solve it. (Duggan, 2018). The writer suggests that having good problem-solving skills will allow employees to understand their problems, look into the root causes of the problem and assess what their options are. These skills allow employees and employers to work efficiently at a time.

The researcher obtained problem-solving skills within Bawso Women’s Aid. This was a woman’s refuge, where vulnerable individuals were coming in with various of problems that needed to be dealt in different ways. This required problem-solving skills, which the researcher displayed whilst working with an individual who was fleeing from an unsafe environment and needed assuring that the individual would not be found. The researcher came up with solutions of reassuring the individual, ensuring the safety of the organisation, that confidentiality would remain between the researcher and the individual only and making sure that the individual was informed of the policies and procedures put in place to keep people safe. This skill can link to employability, as problem-solving skills are beneficial and useful in situations that may arise in the workplace and need to be dealt with accordingly. Problem-solving skills help managers come up with creative and effective ways to solve an issue and make sure that this does not arise again in the future. (Duggan, 2018) As stated by the writer, problem-solving skills allow for employees to come up with different solutions to problems and using the resources that are available to solve the problem. 

2.6. IT Skills
I.T skills are useful in businesses such as hospitality, as many rely on computers and technology to get work done. This ranges from managing bookings, reservations and cancellations which are all done online. Having a good understanding of IT and developing these skills will help you excel at completing work tasks involving computers and ensures the work is done at a much quicker pace. Managers can benefit from I.T skills as they may have their own website online about their business and being able to navigate and understand how it works can help them to create an effective website that will bring in more customers for them. Managers will need a good understanding of technical skills to help train their employees. (CareerBuilder, 2017). The author suggests in order to excel in a management position, this skill will allow for work to be done effectively and efficiently.

The researcher has expressed that they need to improve their technical skills, as they have not developed this skill. (CareerBuilder, 2017) As said by the author, technical skills can benefit the researcher as managers are responsible training their employees on these skills.





3. Conclusion

To summarise, the key skills mentioned in the findings will allow managers to successfully do their job, as each skill mentioned above can be used in different situations.

Good communication skills will help managers meet the demands of their job role, as they interact with people and colleagues. It allows managers to give clear information about policies and procedures put in place to maintain health and safety, discuss various issues they might have, and cooperating to come up with solutions for this. Conveying their thoughts and ideas across will help improve their services. (Gibson, 2015).

Managers need to act as a role model for their staff and make sure that their business stays intact. Effective leadership skills will allow the manager and their team members to complete tasks to high standards. Understanding the strengths of each team member will help the manager to understand who to delegate certain responsibilities too. (Inamdar, 2016).

Managers will need enhanced IT skills, as they will often find themselves using computers and technology when running a business. Understanding how to use a computer and having good IT skills could help when they are using programs online to help with their budgets and finances. (CareerBuilder, 2017).












4. Recommendations

The researcher needs to develop their I.T skills further, which can be broadened by attending weekly I.T sessions with Menna Webb at the University of South Wales. Practicing what is learnt in these sessions at home can also help to improve their I.T skills.  (CareerBuilder, 2017). I.T skills are needed because managers will often deal with bookings, cancellations and refunds that are nowadays all done on technology. It will also be needed for training other employees in these skills and it will be beneficial to have a good understanding. 

The researcher will need to work on their communication skills and build up their confidence so that they are able to do public speaking by learning body language and learning how to make eye contact throughout conversations. The researcher could also practice their speaking skills in front of family and friends to try and increase their confidence in public speaking. The researcher could also take training in communication skills and use online resources and books to improve their skills. (Gibson, 2015) Communication skills are important because a manager’s job consists of interacting with people on a daily basis. 
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6. Appendices

JOB SPECIFICATION
Front Office Supervisor
Marriott International
Adamsdown, Cardiff (CF10 1EZ)
Competitive + Benefits
Marriott Cardiff
Posted 15 days ago

The Cardiff Marriott Hotel is just a few minutes’ walk from the shops and vibrant nightlife of St Mary’s Street. Cardiff Castle and the Millennium Stadium are both less than 750 yards away. This 4-star luxury hotel is in Cardiff’s city centre, 350 yards from Cardiff Central Rail Station. (Findhotel, 2018).
We are part of Marriott International, the largest hospitality brand in the world- which means a lot of fantastic benefits and rewards for our valued employees. (Careergazer, 2018).
We are now recruiting for a passionate Front Office Supervisor to join our team.
Position Summary
As our new Front Office Supervisor your role will include:
Assign room according to guest request and preferences. (PostMeUp, 2018)
Pre-register designated guests and prepare key packets. (PostMeUp, 2018)
Organize and coordinate check-in/pre-registration procedures for arriving groups. (PostMeUp, 2018)
Review/Track/Accommodate requests for room/check-out changes when possible; communicate status to appropriate staff. The answer, record, and process all guest inquiries, requests, questions, or concerns. (PostMeUp, 2018)
Contact appropriate individual or department to resolve guest call, request, or complaints. (Fenxiao, 2018)
Follow up and ensure that any outstanding requests are resolved.
Advice guest of any messages received. Verify and adjust billing. Operate telephone switchboard station. (Fenxiao, 2018)
Log guest requests, incidents, adjustments and comment cards into the computer to allow for proper tracking and documentation. (Fenxiao, 2018)
Supply guests with directions and property information. (Fenxiao, 2018)
Ensure Marriott high level of service standards are met all the time.
Why Work For Us:
Not only are we an iconic brand that will shape and take your career to new heights, you will also be offered:
A unique opportunity to be part of an award-winning brand where we celebrate your unique talent.
Part of Marriott International, the largest hospitality brand in the world- this means national and internal promotion opportunities for the right candidates. The sky is your limit here
World class training and development. 
A platform to shine- we recognize and reward great talent
Work alongside some amazing talent award-winning experienced hospitality professionals.
Discounted room nights, meals, uniform-the perks and benefits are fantastic!
Contact: Recruitment Team
Reference: Caterer/fos
Job ID: 79856726 .
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