
	
[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%
	Name of Student:
Student No:
	Festus Tumi

2121888
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	4004
	

	
	Lecturer:
	Laurence Blake
	

	
	
	
	

	
Introduction 

This journal aims to provide an insight into the key skills that employers seek to find the best people to work at a hotel’s front desk.  

Rutherford, O’Fallon and Rutherford (2006) describe the front desk as the central nervous system of the hotel, crucially linking to all other parts of the operation to nourish and sustain the whole.  The hotel’s front desk will be most guests first point of call at the check in stage; the final point as they checkout and everything in between.   

The Topic  

Koei (2013) suggests that the front desk takes the lead role in the guest cycle that covers the pre-arrival, check in, in house experience and checkout and this requires a range of skills.   Acknowledging the critical role that the front desk plays, the ability to communicate with guests is a fundamental skill.  From previous lectures, personal experience and work place training I have learned that front desk associates will communicate consciously by writing, speaking and listening and unconsciously by body language and facial expressions.  American Hotel & Lodging Educational Institute. www.ahlei.org (2010)

Indeed Editorial Team (2023) lists no less than 14 key skills and attributes for a successful CV including Interpersonal, written and listening communication; preferably bilingual, attention to detail, flexibility and computer literacy among others. 

Personal Reflection 

In my personal experience as a guest relations manager based at the front desk of a large international hotel I learned that all of the skills noted above were important to effectively perform at a high level. On more than one occasion I found taking an irate guest out of the public setting and meeting with them one on one in my office, and conceding little wins for the guest such as acknowledging and accepting mistakes helped me to win over the guest and retain their trust. In such situations active listening was a very useful tool. 

· Proper uniform and grooming 
· An excellent telephone manner
· Clear speech and the ability to take and relay messages clearly
· A consummate sales person able to upsell hotel products 
· Ability to multitask.  
· A knowledge of the local area
· Knowledge of room rates and current availability
· Thorough knowledge of on site facilities 
 
I have found that the best front desk staff have what Danny Meyer (2017) describes as having a high “hospitality quotient” or emotional skills. He describes these as 
· Kindness 
· Optimism
· Work Ethic
· Curious Intelligence
· Empathy
· Self Awareness
· Integrity 

The personal attributes have always been important as described in Marriott’s (2015) willingness to serve.  The fictional Monsieur Gustave (The Grand Budapest Hotel (2014)) suggests the best way to handle difficult guests thus “Rudeness is merely the expression of fear. People fear that they won’t get what they want. The most dreadful and unattractive person only needs to be loved and they will open up like a flower.”  I have found that as a sympathetic listener I am more likely to achieve a mutually agreeable outcome.  
Employing people with the right skills and personal attributes at the front desk cannot be over emphasised, after all for many guests they will be the first and last person or people that they will encounter at the hotel.  I have realised that the first interaction at the hotel can make or break the relationship that the guest will have with the hotel.  If that initial interaction is a bad one in the eyes of the guest, it may never be repaired.  Michael K reviewing a hotel in Accra, Ghana in 2018 reported that he curtailed his stay after an unpleasant interaction with the manager at the time of check in.  With the power of online reviews and how it shapes the booking choices of guests, the need to have people with the right skills is critical.     
This is an important topic for discussion within the hotel industry, especially in the social media driven world of today. A poorly or inadequately skilled front desk associates can, by one careless comment or failure to perform a simple task like an alarm call can cause a major online storm that could affect the business not just of a local hotel but the entire brand. Quoting Yao et al Ahmed, Fan and Zillah reiterate that guests that are so negatively impacted by a negative interaction (2022) are more likely to publish a negative review.  As a front desk manager I would often encourage associates to engage guests in conversation by asking about their stay, and whether the hotel is meeting their needs and expectations. Danny Meyer reiterates that customer facing staff should be “collecting dots to connect dots” or retaining little nuggets of information to be used to anticipate their needs or to wow them with little surprises.   
Discussing this and ensuring that front desk associates have the right skills and attributes is ultimately of great benefit to hotels.         
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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?


	· That all staff are well groomed and exhibit good personal hygiene
· All staff should be in clean uniforms with their name tag clearly visible
· Smile and acknowledge guests and colleagues 
· Cleanliness in all public and staff areas
· No slouching, personal phones or personal reading material at the front desk
· Quick response to telephone calls (within 3 rings)

	· By reading the incident book to be fully aware of reports and actions that may be required. 
· By being aware of operational matters such as number of departures and arrivals due today.  
· Liaise with the Housekeeping manager to ensure that room departures and room assignments continue as scheduled.
· Use of technology for repeated functions to ensure uniformity
	· Well groomed staff gives a positive image of the hotel
· Being aware of incidents and up to date with arrivals and departures ensures a smooth operation 
· Liaising with other departments ensures that the absence of the front desk manager will not be missed.  
· It does not rely on the actions of a specific individual, but the collective actions of the team   
	Develop an SOP that clearly establishes  
· A clear line of hierarchy.   
· Have a training session/huddle to ensure that all team members are aware of what to do in the absence of a key manager  

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	Oracle (2020), creators of OPERA a leading Property Management System used in many hotels and hotel chains describes the system it sells as one that provides “all the capabilities that hotel staff need — including handling reservations, checking guests in and out, assigning rooms, managing room inventory, accommodating in-house guest needs, and performing accounting and billing functions.”  The modern hotel also integrates food and beverage purchases with the PMS to create a seamless process with guest reservations.  

The original purpose of a hotel PMS was to be able to digitally assign guests to rooms, removing the need for physical registration cards that could be misplaced or damaged.  
An effective PMS will need to have the following: a live booking engine that is capable of allowing potential guests to see instantly real time availability. This requires capable front desk associates to synchronise online bookings with offline bookings (via telephone, email or walk ins) to ensure that a hotel is not overbooked.  The PMS will need to be connected to a channel manager. Siteminder (2023) describes a channel manager as “a software tool that will allow your hotel to sell all your rooms on all your connected online booking sites at the same time, including online travel agents and your direct booking channel.”  

The PMS should also have the ability to receive payments and deposits online, store  
guests details and be able to send pre and post arrival emails automatically to them. 

Once at the hotel, the PMS should be able to assign guests to their allocated rooms and be able to distinguish between room types noting the cost for each, and noting and updating rewards and loyalty points. 

A PMS should have the ability to generate a variety of reports such as the revenue per available room (REVPAR), average daily rates, revenue by booking sources, daily booking revenue and more.     







	
Element 2 – Hotel reputation


	O’Connor and Assaker (2022) (12)are of the view that a hotels reputation can be described as the general opinion and direct experiences felt by customers towards that particular hotel or hotel brand. An online reputation is basically the general perception of that hotel or brand as viewed by reader of leading online review sites like TripAdvisor and Online Travel Agencies.  

A positive online reputation reassures both previous and future customers that the hotel’s past performance is also a measure of how likely positive experiences will be achieved in the future (Money et al) O’Connor and Assaker (2022) refer to a 2015 JD Power consumer intelligence report that suggests 40% of 62,000 guests “were more likely to rebook or recommend when they perceived that the hotel had a high reputation compared to 23% when the perception is of a low reputation.  

Many factors are essential for a hotel to enjoy a good reputation that will attract new and repeat guests. A good loyalty programmes such as Marriott’s Bonvoy or Accor’s Live Limitless with their graded rewards structure work well, especially for business travellers.  

Encouraging guests to leave reviews on major review sites like TripAdvisor, and on OTA sites can also help especially when guests have had positive experiences. 

Often the best reviews will come from those previously unhappy guests who have been transformed to brand ambassadors by successfully resolving an issue resolved in a positive way. 

   
    


 






	
Element 3 - Communication 


	Effective communication skills enables one to obtain and deliver information, instruction, and messages in a manner that is clearly understood by the recipient (UNM 2023).  The University of New Mexico suggests that there are five essential communications sills that need to be mastered for successful business communication. These are identified as written, oral, non verbal and visual, active listening and contextual. In a working hotel context these modes of communication are essential for a successful operation. 
From the start of the guest journey the ability to receive and respond effectively to written communication is vital.  With many guests booking online, front desk agents need to be able understand and respond via email.  Once on site verbal communication is just as important and many hotels ensure that they have multilingual and sign language staff to be able to inform and respond to guest needs.  Hotels are often particular about staff grooming ensuring that they are visually appealing, in the correct uniform to properly represent the hotel brand emphasising the need to make a good first impression.  Grooming also refers to posture, and managers will ensure that staff do not slouch or lean against furniture. Body language refers to the non verbal communication that staff may exhibit.  The University of Texas Permian Basin (2023) quotes Albert Mehrabian’s 55/38/7 formula that suggests that communication is 55% nonverbal, 38% vocal, and 7% words only.  
Hotel staff need to be active listeners, able to be attentive able to repeat guests requests or orders, or to be able to resolve misunderstandings or issues. 
Being able to understand communication in the relevant context is also an important skill.  
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Element 4 - Staffing 


	
Despite all the advancement and the support technology provides in the hospitality business, staff remains at the heart of any hotel. Sturman and Ford (2022) have suggested that the culture of providing service is now more important than ever and have noted that even industries that deal in the production of physical goods are conscious of the need to be seen to be service oriented.    

This need is even more pronounced in the hotel business.  Hotel staff need have effective communication skills both verbal and written.  Danny Meyer (2017b) advises that recruiters need to ensure that staff are empathetic, have curious intelligence and express a generally positive and pleasing demeanour.  

To achieve this within a team requires the hotel to have a culture that values and treats its staff well. J W Marriott (2015b) has been quoted as saying that if managers look after their staff well, the staff will in turn look after the business.  Other hospitality professionals have expressed similar sentiments. 

“It is important to hire people with the right qualities than specific experience”, seen on the staff wall at the Delta by Marriott in Swindon, England sums up perfectly the type of person required to work at a hotel.  Those qualities include empathy, good communication skills, a calm demeanour, well groomed, a person willing to support the team and reliable.
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