
	
[image: UWTSD new Logo]




Component One:

	Student No:
	2209626
	

	
	
Module Title:
	Hotel Placement - Hotel Administration & Front Office Operations 
	

	
	Module Code:
	(BMIH4004)
	

	
	Lecturer:
	
	

	
	
	
	

	

I have gained valuable insights into the key skills required for this role. Working at the front desk of a hotel is a dynamic and challenging position that demands a diverse set of skills to ensure exceptional guest experiences. Here are some of the key skills I have learned and developed throughout this module.
I've learned that the abilities needed to work at the hotel front desk are not just about as I investigate them (Visihow, 2018). This sector is fascinating and hard since it requires a wide range of skills & talents to succeed. 
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One of the primary skills needed is communication. A front desk employee needs to be proficient in speaking with clients, co-workers, and managers. A front desk employee needs to be proficient in speaking with clients, co-workers, and managers. This includes excellent verbal and written communication skills, active listening, and the ability to convey complex information in a clear and concise manner. For instance, when handling customer complaints, a front desk agent must listen actively, empathize with the customer, and provide an appropriate solution that meets the customer's needs. Through my personal experience working in a hotel, I have learned that clear communication is vital in providing exceptional customer service.
Another critical skill is problem-solving. A front desk employee needs to be able to analyse situations, think critically, and provide visitors' concerns answers. This requires a combination of logical thinking, creativity, and the ability to work under pressure. For instance, the front desk staff member must be able to act swiftly and effectively if a guest's reservation is not found in the system. I dealt with a visitor who had a problem with their room during my placement. After doing some analysis and talking to my supervisor, I gave the guest a satisfactory resolution.
Time management is also essential in the hospitality industry. A front desk employee needs to be proficient at multitasking, setting priorities, and time management. A front desk employee needs to be proficient at multitasking, setting priorities, and time management. This includes managing check-ins and checkouts, handling guest inquiries, and completing administrative tasks such as data entry and report generation. For instance, during busy times, there may be many guests checking in and departing at once. To make sure that every guest is attended to promptly, a front desk staff must be able to manage their time effectively.
Attention to detail is another key skill required to work on the hotel's front desk. To give customers with correct and current information, a front desk employee must be thorough in their work. This entails double-checking the names, room numbers, and reservation information to weed out any mistakes that can cause customers to become dissatisfied.
Numeracy is critical in the hospitality industry, as front desk agents are responsible for handling financial transactions such as check-ins, checkouts, and payments. Additionally, they must be able to manage inventory, which involves tracking room availability, ordering supplies, and monitoring usage. Understanding financial data is also essential for decision-making and forecasting, which helps to optimize revenue and maximize profits.
Collaboration is also crucial in the hospitality industry, as front desk representatives collaborate with co-workers from many divisions, including housekeeping, maintenance, and food and beverage. To make sure that things go smoothly, they must be able to communicate clearly, assign assignments, and solicit feedback (JeanBaptiste, 2017). Collaboration also involves conflict resolution, as disagreements may arise among team members, and it is important to resolve them amicably to maintain a positive work environment. Additionally, collaboration with customers is essential in building positive relationships and ensuring that their needs are met (Zhang, n.d.).
Lastly, a front desk agent must have excellent customer service skills. This includes being friendly, approachable, and courteous to guests always (Daoust, 2021). A front desk agent must be able to anticipate guests' needs and provide personalized service that exceeds their expectations. This includes being able to provide recommendations on local attractions, dining options, and activities that guests can participate in during their stay. During my placement, I learned that going the extra mile to make a guest's stay memorable is what separates average hotels from exceptional ones.
Overall, this module has provided me with a comprehensive understanding of the skills required to excel at the hotel front desk. I have not only gained theoretical knowledge but also had the opportunity to apply these skills through practical exercises and simulations. This experience has prepared me for a future career in the hospitality industry, equipping me with the necessary skills to provide outstanding service and create memorable guest experiences at the front desk.







		Word Count
	762



	
Component Two:

	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?


	Starting the first day without a management can be intimidating for a new front desk employee. Nonetheless, it's crucial to maintain your composure and take action to make sure that visitors have a positive impression of the hotel. A five-point action plan is provided below:

Review Standard Operating Procedures (SOPs): The first step is to review the hotel's SOPs, including check-in and check-out procedures, handling of reservations, and emergency procedures (Oragui, 2019). This will help in dealing with any situation that may arise during the shift.

	To ensure that operations run smoothly throughout the shift, the following five points should be considered:

Communicate with other departments: To ensure that guest needs are swiftly handled, communication with other departments, such as housekeeping and maintenance, is crucial (post, 2020). Ensure that requests are communicated effectively and that any issues are resolved in a timely and professional manner.
	I think that my action plan would be the most successful in ensuring that the hotel is presented favourably to visitors and that operations go without a hitch throughout the shift for a few reasons. These are the top five arguments for this assertion:

Clear communication: One of the most critical aspects of any successful action plan is clear communication. By establishing clear communication channels with other departments, we can ensure that guest needs are met promptly and that any issues are resolved effectively (O P E N I N G D I L E M M An Effective Interdepartmental Communications, n.d.). This helps to prevent any delays or inconvenience to guests and ensures that their stay is as comfortable and enjoyable as possible.
	After experiencing the unexpected absence of my manager on my first day as a front desk associate, I recognize the importance of having a contingency plan in place to ensure that any future similar scenarios can be quickly resolved. Here are five key steps I would take to establish a contingency plan:

Create a standard operating procedure (SOP): Developing a detailed SOP that outlines the key roles and responsibilities of front desk associates during a shift will ensure that everyone is aware of what is expected of them (Document360, 2020). This will also ensure that all front desk associates are trained to a high standard and can step in to cover for their colleagues when necessary.

	Greet guests with a warm welcome: A warm and sincere greeting can go a long way in creating a positive impression (SmartGuests Blog, 2016). Ensure that all guests are greeted with a smile and provided with necessary information about the hotel and their stay.


	Monitor inventory levels: Monitoring inventory levels is essential to ensure that the necessary supplies, such as stationery, keys, and room amenities, are available throughout the shift (home.binwise.com, n.d.). This helps to prevent any delays or inconvenience to guests.
	Proactive approach: By monitoring inventory levels and anticipating guest needs, we can take a proactive approach to providing exceptional customer service (learn.dusit.com, n.d.). This means that we can anticipate any issues or requests that may arise and take steps to address them before they become problems. This proactive approach helps to ensure that guests feel valued and cared for, leading to positive reviews and repeat business.
	Cross-training: Cross-training front desk associates in other areas of the hotel will provide additional support during times of unexpected absence or busy periods. This will help to ensure that customer service levels remain high, and that guests' needs are met promptly.

	
Be attentive to guest needs: Pay attention to guests' needs and respond promptly to any requests or concerns. Be empathetic and show a willingness to help in any way possible.

	Manage check-in and check-out effectively: Managing check-in and check-out effectively is crucial to ensure that guests are not kept waiting unnecessarily (hotelfriend.com, n.d.). Ensure that check-in and check-out procedures are followed, and any issues are addressed promptly.
	Crisis management: In the event of an emergency, it is essential to remain calm and follow the hotel's emergency procedures (Sellnow and Sarabakhsh, 1999). By having a clear understanding of the hotel's emergency procedures and responding promptly to any emergency situations, we can ensure that guests are informed of any necessary action and that emergency services are contacted promptly if needed. This helps to ensure the safety of guests and staff and prevents any potential negative impact on the hotel's reputation.
	Communication plan: 
The front desk and other hotel departments should establish a clear communication plan to make sure that everyone is notified of any changes or unforeseen circumstances that may occur. This will assist to avoid delays and guarantee that visitors are promptly informed of any changes or problems.

	
Maintain a professional demeanour: A professional demeanour is critical in creating a positive impression of the hotel. Ensure that all interactions with guests are courteous, respectful, and professional.

	Respond to emergencies: In the event of an emergency, it is essential to remain calm and follow the hotel's emergency procedures. Ensure that guests are informed of any necessary action and that emergency services are contacted promptly if needed.
	Attention to detail: Managing check-in and check-out effectively requires attention to detail and a clear understanding of the hotel's procedures. By ensuring that these procedures are followed and that any issues are addressed promptly, we can minimize any delays or inconvenience to guests and ensure that they have a positive experience during their stay.
	Review and update SOP: Regularly reviewing and updating the SOP will ensure that it remains relevant and effective. This will also ensure that all front desk associates are aware of any changes or updates to procedures.

	Keep a log of events: During the shift, keep a log of any significant events or guest requests (Team, 2022). This will help in providing an accurate report to the manager when they return and ensure that nothing important is missed.

Lastly, by taking these actions, you can make sure that even in the absence of a management, the hotel presents effectively to visitors. The shift can be managed successfully, and customers can have a good experience at the hotel by paying attention, acting professionally, and keeping a diary of happenings. So, by taking these actions, you can make sure that even in the absence of a management, the hotel presents effectively to visitors. The shift can be managed successfully, and customers can have a good experience at the hotel by paying attention, acting professionally, and keeping a diary of happenings.

	Monitor revenue and expenses: Monitoring revenue and expenses is critical to ensure that the hotel is operating efficiently. Ensure that financial transactions are handled accurately and that any discrepancies are reported promptly (sourceforge.net, n.d.).

By implementing these five points, operations can run smoothly throughout the shift. Effective communication, monitoring inventory levels, managing check-in and check-out, responding to emergencies, and monitoring revenue and expenses help to ensure that guest needs are met and that the hotel operates efficiently.
	Financial responsibility: Monitoring revenue and expenses is critical to ensuring that the hotel is operating efficiently. By handling financial transactions accurately and reporting any discrepancies promptly, we can ensure that the hotel is operating within budget and that there are no negative financial impacts on the hotel's reputation.

My action plan is therefore the most successful because it places a strong emphasis on clear communication, proactive customer service, crisis management, attention to detail, and financial responsibility. This ensures that the hotel is represented well to guests and that operations run smoothly throughout the shift. I think we can deliver outstanding customer service, guarantee guest satisfaction, and contribute to the hotel's success by putting this plan into action.
	Develop a contingency plan for emergencies: Having a contingency plan in place for emergencies will ensure that all front desk associates know how to respond and that guests are informed promptly of any necessary action (How to develop a Contingency Plan for a high-risk trip, n.d.). This will help to ensure the safety of guests and staff and prevent any potential negative impact on the hotel's reputation.

By implementing these steps, I believe that we can establish a comprehensive contingency plan that will ensure that any unexpected absences or other issues can be quickly resolved. This will help to ensure that guests receive exceptional customer service and that the hotel is always represented well to guests.




Component Three:

	
Element 1 – Property Management Systems (PMS)


	

A property management system (PMS) is a piece of software created to handle many parts of hotel operations, including bookings, room assignments, housekeeping, invoicing, and accounting (hoteltechreport.com, n.d.). The key elements that are required when considering PMS in hotel operations are:

Integration with other systems: To maintain smooth and effective operations, a PMS must interface seamlessly with other hotel systems including point of sale (POS), revenue management, and customer relationship management (CRM) (WebRezPro, n.d.). Better task collaboration, easier data sharing, and improved decision-making are all made possible as a result.

User-friendly interface: The PMS interface should be easy to use, intuitive, and customizable to suit the needs of the hotel staff. A user-friendly PMS reduces training time, minimizes errors, and improves staff productivity.

Advanced reporting capabilities: A PMS should have robust reporting capabilities that provide insights into occupancy rates, room revenue, guest preferences, and other key performance indicators (KPIs). This information can help hotel managers make informed decisions about staffing, marketing, and pricing strategies (HiSITE, 2022).

Mobile accessibility: A PMS should be accessible from mobile devices to enable hotel staff to access information and perform tasks on-the-go. This can include accessing real-time room availability, updating guest profiles, and processing payments.

Security: A PMS should have robust security features to protect guest data, payment information, and other confidential information. This includes encryption, user access controls, and data backups to prevent data loss in case of a security breach or system failure.

Flexibility: A PMS should be flexible enough to accommodate changes in hotel operations, such as new revenue streams, integration with third-party systems, and new reporting requirements. The ability to adapt to changing needs is crucial for long-term success.

So, a PMS is a vital component of hotel operations that streamlines day-to-day tasks, improves staff productivity, and provides insights into key performance metrics. A robust PMS must be user-friendly, integrate with other systems, have advanced reporting capabilities, be accessible from mobile devices, and provide strong security features.






	
Element 2 – Hotel reputation


	

Any hotel operation's success depends heavily on its reputation. It can greatly affect a hotel's capacity to bring in business, increase income, and keep a step ahead of the competition. The following are the essential factors to consider while evaluating hotel reputation in hotel operations:

Customer service: A positive customer service experience is essential to establishing and preserving a hotel's reputation. By offering individualized services, first-rate amenities, and attentive customer service, hotels must put the needs of their guests first. To make sure that visitors feel heard and respected, visitor feedback should be routinely monitored and swiftly handled.

Online presence: Most travellers rely on online reviews and ratings when choosing a hotel. A hotel's online presence must be optimized to showcase positive reviews and ratings, respond to negative feedback, and engage with customers on social media platforms. A strong online reputation can help a hotel stand out in a crowded market and attract new customers.

Employee training: Hotel staff plays a critical role in delivering exceptional guest experiences and building a positive reputation (Spayse, 2021). Hotel employees must be trained to provide top-notch customer service, communicate effectively with guests, and resolve issues promptly. Regular training and development programs can help employees stay motivated, engaged, and empowered to deliver exceptional guest experiences.

Community involvement: Hotels that actively engage with their local communities can build a positive reputation and foster brand loyalty. This can include supporting local charities, sponsoring community events, and implementing sustainable practices that benefit the environment and the community.

Crisis management: Despite best efforts, negative events can occur, such as natural disasters, security breaches, or unexpected service failures (Zech, n.d.). A hotel must have a robust crisis management plan in place to mitigate any negative impact on the hotel's reputation. This includes swift and transparent communication with guests, prompt resolution of issues, and a commitment to learn from the incident and improve operations.

Finally, hotel reputation is a critical element in hotel operations that can significantly impact a hotel's success. A hotel must prioritize delivering exceptional guest experiences, maintain a strong online presence, train employees effectively, engage with the local community, and have a robust crisis management plan in place to protect and enhance its reputation.





	
Element 3 - Communication 


	
To maintain smooth and efficient coordination between staff members and with guests, effective communication is crucial in the hotel industry. When thinking about communication in hotel operations, the following crucial components are necessary:

Communication between staff members: For staff members to be able to communicate with one another efficiently and effectively, a hotel needs to set up clear and consistent communication channels (Hospitality Technology, n.d.). Using technological tools like email, internal communication platforms, and messaging applications is one example of this.

Guest communication: Communication with guests is critical in ensuring that they have a pleasant and comfortable stay. A hotel must provide clear and accurate information about room availability, services, and amenities. This can include using digital tools such as mobile apps, in-room tablets, and chatbots to communicate with guests.

Multilingual communication: Many hotels cater to guests from diverse cultural backgrounds and nationalities (Hospitality Search International, n.d.). A hotel must have staff members who are fluent in multiple languages to facilitate effective communication with guests who may not speak the same language.

Training and development: Effective communication skills are crucial for hotel staff members to provide high-quality service to guests. A hotel must provide regular training and development programs to improve staff members' communication skills, including active listening, nonverbal communication, and conflict resolution.

Emergency communication: In the event of an emergency, effective communication is critical in ensuring the safety and well-being of guests and staff members. A hotel must have a clear emergency communication plan in place that outlines roles and responsibilities, communication channels, and protocols for notifying guests and emergency services.

Feedback mechanisms: A hotel must provide a feedback mechanism for guests to communicate their concerns and provide feedback on their experience (Mavis Dah and Dumenya, 2016). This can include using digital tools such as surveys and feedback forms, as well as in-person conversations with staff members.

Finally, effective communication is a crucial element in hotel operations that can improve staff coordination, enhance the guest experience, and ensure safety in emergency situations. A hotel must establish clear and consistent communication channels, provide multilingual communication, offer training and development programs, have an emergency communication plan, and provide a feedback mechanism for guests.






	
Element 4 - Staffing 


	
To provide guests with high-quality service, employees are a crucial component of hotel operations. When thinking about personnel in hotel operations, the following essential components are necessary:

Recruitment and selection: A hotel need to have a transparent recruiting and selection procedure that draws in qualified applicants with the knowledge and expertise needed to carry out their job obligations successfully (Chapter 5 Recruitment and selection Chapter objectives, n.d.). This can involve posting job openings on appropriate employment boards, holding interviews, and screening applicants to make sure they fulfil the requirements.

Training and development: A hotel must provide ongoing training and development programs to ensure that staff members are equipped with the necessary skills and knowledge to perform their job duties effectively. This can include orientation programs, customer service training, and leadership development programs.

Staff scheduling: A hotel must ensure that it has enough staff members to always meet the needs of guests. This can include scheduling staff members for shifts that align with peak demand periods and ensuring that the workload is distributed evenly among staff members.

Performance management: A hotel must have a performance management system in place to assess staff members' performance regularly (geneoright, 2020). This can include setting performance goals, providing regular feedback, and conducting performance evaluations.

Employee engagement: A hotel must prioritize employee engagement to ensure that staff members are motivated and committed to delivering high-quality service to guests. This can include offering competitive compensation and benefits, providing opportunities for career development, and fostering a positive work culture.

Workplace safety: A hotel must prioritize workplace safety to ensure that staff members are safe and healthy while performing their job duties (Safety Line Lone Worker | Leaders in Work Alone Safety Monitoring, n.d.). This can include providing safety training, maintaining a safe work environment, and adhering to relevant health and safety regulations.

Recapping, staffing is a critical element in hotel operations that can significantly impact the quality of service delivered to guests. A hotel must have a clear recruitment and selection process, provide ongoing training and development programs, schedule staff members effectively, have a performance management system in place, prioritize employee engagement, and prioritize workplace safety.
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