
	
[image: UWTSD new Logo]

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

Contribution to Overall Module Assessment: 25%
	Student No:
	2211429
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Lisa Knight
	

	
	
	
	

	
Working at the hotel front desk requires a unique set of skills that are essential for providing excellent customer service and ensuring a positive guest experience. In this essay, we will discuss the key skills required to work at the hotel front desk.

Firstly, communication skills are crucial for working on the hotel front desk. Front desk staff must be able to communicate effectively with guests, colleagues, and other hotel departments. They must be able to listen to guests' needs and concerns and respond professionally and appropriately. Interpersonal skills are also important for building rapport with guests and creating a welcoming and friendly environment.

According to a study by the American Hotel & Lodging Educational Institute (AHLEI), communication skills are the most important skills for front desk staff (AHLEI, 2019). Effective communication helps to establish a positive relationship with guests and ensures that their needs are met.

Secondly, problem-solving skills are critical for front desk work. Front desk staff must be able to identify and resolve issues quickly and efficiently. They must be able to think on their feet, use logic and reasoning to identify solutions, and take decisive action when necessary. They must also be able to handle multiple tasks simultaneously and prioritize their workload effectively.

According to a study by the AHLEI, problem-solving skills are the second most important skills for front desk staff (AHLEI, 2019). Effective problem-solving skills help to ensure that guests have a positive experience and that any issues are resolved quickly and efficiently.

Thirdly, attention to detail is essential for front desk work. Staff must be able to accurately record and input guest information, ensure that reservations and room assignments are correct, and maintain accurate financial records. They must also be able to spot inconsistencies or errors in guest bookings and address them promptly.

According to a study by the AHLEI, attention to detail is the third most important skill for front desk staff (AHLEI, 2019). Attention to detail helps to ensure that guests have a seamless experience and that all aspects of their stay are accurate and well-managed.

Fourthly, technical skills are increasingly important in the hotel industry, and front desk staff must be adept at using technology. They must be proficient in using hotel management software, point-of-sale systems, and other technological tools to manage reservations, check-in and check-out guests, and process payments. They must also be able to troubleshoot technical issues and provide basic technical support to guests.

According to a study by the AHLEI, technical skills are the fourth most important skill for front desk staff (AHLEI, 2019). Effective use of technology helps to ensure that the check-in and check-out process is efficient and that guests have a positive experience.

Lastly, customer service skills are the core of front desk work. Staff must be able to provide exceptional customer service to guests, ensuring that they feel welcomed, well-cared for, and satisfied with their stay. They must be able to anticipate guests' needs and preferences, be empathetic and compassionate when dealing with complaints or concerns and go above and beyond to exceed guests' expectations.

According to a study by the AHLEI, customer service skills are the fifth most important skill for front desk staff (AHLEI, 2019). Exceptional customer service helps to ensure that guests have a memorable experience and are more likely to return in the future.

In conclusion, working on the hotel front desk requires a unique set of skills that are essential for providing excellent customer service and ensuring a positive guest experience. Communication skills, problem-solving skills, attention to detail, technical skills, and customer service skills are all critical components of front desk work. Staff must be able to communicate effectively, identify and resolve issues quickly, pay attention to detail, use technology effectively, and provide exceptional customer service to guests. Developing and honing these skills is essential for front desk staff to succeed in the hotel industry and provide guests with a memorable experience.
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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 quick resolution of this scenario in the future?


	
Maintain a professional demeaner:  I will maintain a professional and courteous demeaner while interacting with guests, whether it's in person, via phone or email.

	Plan and prioritize tasks: I will plan and prioritize tasks based on their level of importance and urgency. This will ensure that I complete essential tasks first, which will prevent any disruption to hotel operations.

	I would consider my plan to be most effective because it focuses on the key areas that are essential for ensuring smooth operations during my shift. It takes a proactive approach to identify potential issues and prevent them from occurring, which helps to minimize any disruptions to hotel operations. 
	Reinforce training: I will reinforce training on hotel policies and procedures, as well as customer service skills, to all employees, including front desk staff and housekeeping staff. This will ensure that everyone is aware of the correct procedures to follow in case of a similar scenario.

	Provide exceptional customer service: I will go above and beyond to satisfy guests' needs, answer their questions, and resolve any issues they may have.


	Communicate effectively: I will communicate effectively with other staff members, guests, and management to ensure that everyone is on the same page regarding tasks, schedules, and any issues that arise.
	Staying updated on hotel policies, procedures, and promotions will help me provide accurate information to guests and ensure that I am following proper procedures during my shift.
	Provide clear instructions: I will provide clear instructions to the front desk staff on how to handle guests who are upset or dissatisfied with their room or any other aspect of their stay. This will include providing them with a checklist of steps to follow, such as listening carefully to the guest's concerns, apologizing for any inconvenience caused, and offering a solution or compensation where appropriate.

	
Keep the front desk area tidy: I will ensure that the front desk area is clean, organized, and presentable always.

	
Stay organized: I will ensure that the front desk area is always organized and clean. This will help me stay focused and avoid confusion when dealing with guests or co-workers.
	Staying organized will help me to avoid confusion and stay focused when dealing with guests or co-workers.
	Empower staff: I will empower staff to make decisions and take actions to resolve issues quickly. This will include giving them the authority to offer guests a room upgrade, a discount on their stay, or any other form of compensation that is within their limits.

	Offer personalized service: I will try to personalize the guest experience by addressing guests by their names and offering customized services based on their need.

	Multitask: I will be able to multitask effectively by prioritizing tasks and staying organized. This will help me to handle multiple tasks simultaneously, without compromising on quality.


	Being proactive in identifying potential issues and taking steps to prevent them will help me avoid any delays or problems that may arise during my shift.
	Follow up: I will follow up with guests who have had issues during their stay to ensure that their concerns have been addressed and that they are satisfied with the resolution. This will help to build trust and loyalty with guests and ensure that they are more likely to return in the future.

	
Communicate effectively: I will communicate effectively with guests, whether it's by providing clear and concise information or by listening actively to their concerns and feedback.

	Communicate effectively: I will communicate effectively with other staff members, guests, and management to ensure that everyone is on the same page regarding tasks, schedules, and any issues that arise.
	Additionally, my plan prioritizes effective communication, both with guests and colleagues, which is crucial for maintaining a positive and productive work environment.
	By implementing these measures, I will be able to ensure that similar scenarios are resolved quickly and effectively in the future, minimizing any negative impact on guest satisfaction and hotel operations.



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)


	A property management system (PMS) is a software suite that enables property managers to manage their properties efficiently. It is a platform that streamlines the management of different tasks such as reservations, guest check-ins and checkouts, room assignments, and billing. This essay will discuss the importance of a PMS in the hospitality industry and its impact on the overall guest experience.

Importance of PMS in the Hospitality Industry:
A PMS is essential in the hospitality industry as it helps property managers to provide a seamless guest experience. According to Kim and Kim (2019), the implementation of a PMS leads to increased efficiency in managing hotel operations. This includes the automation of tasks such as reservation and billing, which can reduce the workload of staff. As a result, staff members can focus on providing personalized service to guests, which can increase guest satisfaction and loyalty.

Impact of PMS on Guest Experience:
A PMS has a significant impact on the overall guest experience. According to Liang and Law (2018), a PMS can allow for a faster check-in process, which reduces wait times for guests. Additionally, a PMS can help staff to assign rooms efficiently, which can reduce the likelihood of guests being assigned an unsuitable room. This can lead to increased guest satisfaction and a higher likelihood of return visits.

Furthermore, a PMS can enable staff to provide personalized service to guests. According to Choi and Mattila (2019), a PMS can provide staff with guest preferences and history, which can help staff to provide personalized recommendations and service. This can lead to a more personalized guest experience, which can increase guest satisfaction and loyalty.







	
Element 2 – Hotel reputation


	
	In the hospitality industry, hotel reputation is a crucial factor in attracting and retaining customers. Hotel reputation refers to the perception that customers have of a hotel based on their experiences and interactions with the hotel. This essay will discuss the importance of hotel reputation, the impact of online reviews on hotel reputation, and strategies for managing hotel reputation.

Importance of Hotel Reputation:
Hotel reputation is essential in attracting and retaining customers. According to Kim and Lee (2020), a positive hotel reputation can lead to increased customer loyalty and repeat business. Additionally, a positive reputation can attract new customers through word-of-mouth recommendations and positive online reviews.

Impact of Online Reviews on Hotel Reputation:
Online reviews are a significant factor in determining a hotel's reputation. According to Buhalis and Law (2008), online reviews can have a significant impact on a hotel's reputation, as potential customers often rely on online reviews when making booking decisions. Therefore, it is essential for hotels to actively manage their online reviews by responding to feedback, addressing concerns, and highlighting positive feedback.

Strategies for Managing Hotel Reputation:
Hotels can manage their reputation by providing excellent customer service, responding to feedback promptly, and monitoring online reviews regularly. According to Han and Kim (2019), hotels can also leverage social media to enhance their reputation by engaging with customers and sharing positive feedback.

Conclusion:
In conclusion, hotel reputation is a crucial factor in attracting and retaining customers in the hospitality industry. Online reviews play a significant role in determining a hotel's reputation, and hotels should actively manage their online reviews to maintain a positive reputation. Strategies for managing hotel reputation include providing excellent customer service, responding to feedback promptly, and leveraging social media to engage with customers.






	
Element 3 - Communication 


	
Communication is a process of exchanging information, ideas, and messages between individuals or groups. Effective communication is essential in various aspects of life, including personal relationships, education, and the workplace. This essay will discuss the importance of communication, the different types of communication, and barriers to effective communication.

Importance of Communication:
Communication is crucial in building and maintaining relationships, achieving goals, and promoting understanding. According to Kourdi (2017), effective communication can improve productivity, boost morale, and increase innovation in the workplace. Additionally, communication skills are valued by employers, and individuals with strong communication skills are more likely to succeed in their careers.

Types of Communication:
There are various types of communication, including verbal, nonverbal, and written communication. Verbal communication involves the use of spoken words, while nonverbal communication includes body language, facial expressions, and tone of voice. Written communication includes emails, memos, reports, and letters.

Barriers to Effective Communication:
Barriers to effective communication can include language barriers, cultural differences, physical barriers, and emotional barriers. According to Robbins and Judge (2017), communication barriers can lead to misunderstandings, conflicts, and decreased productivity. Therefore, it is essential to identify and address communication barriers to promote effective communication. 
Conclusion:
In conclusion, communication is an essential aspect of life, and effective communication can improve relationships, achieve goals, and promote understanding. There are various types of communication, including verbal, nonverbal, and written communication, and barriers to effective communication must be identified and addressed. Developing strong communication skills can lead to success both personally and professionally.






	
Element 4 - Staffing 


	
	Staffing is a critical aspect of organizational management, and it involves the process of identifying, selecting, and hiring individuals to fill job positions. Effective staffing ensures that an organization has the right people with the right skills, knowledge, and experience to achieve its goals. This essay will discuss the importance of staffing, the different staffing methods, and challenges in staffing.

Importance of Staffing:
Staffing is critical in achieving organizational goals and objectives. According to Cascio (2018), effective staffing can lead to increased productivity, improved quality of work, and reduced employee turnover. Additionally, effective staffing ensures that an organization has the necessary skills and expertise to remain competitive in the marketplace.

Staffing Methods:
There are various staffing methods, including internal and external recruitment, temporary staffing, and outsourcing. Internal recruitment involves filling job positions from within the organization, while external recruitment involves hiring candidates from outside the organization. Temporary staffing involves hiring employees for a short period, while outsourcing involves contracting another company to provide staffing services.

Challenges in Staffing:
Challenges in staffing include attracting and retaining top talent, managing diversity, and ensuring compliance with legal and ethical standards. According to Heneman III et al. (2019), staffing challenges can lead to increased costs, decreased productivity, and reduced employee morale. Therefore, it is essential to address staffing challenges proactively.

Conclusion:
In conclusion, staffing is a critical aspect of organizational management, and effective staffing can lead to increased productivity, improved quality of work, and reduced employee turnover. There are various staffing methods, including internal and external recruitment, temporary staffing, and outsourcing, and challenges in staffing must be addressed proactively. Developing effective staffing strategies is crucial for organizations to remain competitive in the marketplace.
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