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Different positions within hotel administration and front office operations and the importance of work-based key skills within this area of hotel operation.
In a hotel administration different job roles are available which are often offered to an individual based on their previous experiences and skills. One of the well-known positions within hotel administration is assistant hotel manager. This group of individuals are responsible for supporting hotel managers in performing their day-to-day activities (Bardi, 2011). Further, they are also responsible for taking administrative duties, offering training to the new members, managing correspondence offering different tasks and supervising the performances of the staff members. That will help in offering better quality services to the end customer. Another hotel administration position is hotel manager which is also an important job role available in the hospitality industry. This group of individuals are responsible for operating closely with the staff members and also responsible for overseeing the operation of a hotel (Corgel et al., 2011). Wherein, they contribute a huge proportion in hiring training staff setting different standards for guest services and many more. They also check that the guests visiting or staying at the hotel are not facing any complications or having any complaints regarding the staff behaviour or other related aspects. Apart from that, different other job positions are available which can be acquired by an individual based on their experiences and skills.
In a hotel operation, it is important to maintain effective communications with the guests and other members since it can help in building healthy relationships that can contribute to accomplishing common shared goals. Further, another important skills which need to be prioritised by the members operating in the area of hotel operation is conflict resolution skills. Since members from different groups may arise at the hotel, therefore differences in perception may occur which can give rise to serious conflict. Thus, the higher management of the hotel operation needs to have good conflict management skills so that considering the viewpoints of both the members appropriate solutions can be offered which will help in mitigating the issues encountered by them.
Key administrative and operational duties required within Hotel Administration and Front Office departments
Reception:
· The receptionist operating at the front office department and hotel administration is responsible for greeting and welcoming clients or visitors with a positive attitude and body language.
· They are also responsible for answering phone calls, enquiries and emails.
· Receptionists are responsible for maintaining and managing appointment schedules based on the gathered information obtained from the clients.
Concierge:
· This group of professionals is mainly responsible for managing the complaints of the guests and offering them appropriate solutions.
· They also play a crucial role in managing mail, luggage and deliveries.
· Concierges are also responsible for running errands to assist the visitors.
Switchboard:
· They are responsible for maintaining call records and taking messages from clients.
· Switchboard operators are also responsible for offering emergency responses to handle emergency-oriented situations.
· This group of individuals monitor the alarm system to ensure that the hotel area is safe from any danger.
Finance:
· They are responsible for generating financial reports based on the overall performance achieved by the hotel.
· They are also responsible for preparing the balance sheet and releasing invoices to the higher management of the company (Hammer, 2016).
· Finance operators are also responsible for maintaining the budget and tracking the usage of expenditures to minimise unnecessary expenses.
Issues such as resource allocation, marketing, management styles, culture, health and safety and organisational/industry problems as they relate to specific departmental areas.
The operating members at the hotel may encounter different issues like resource allocation marketing management styles and others which need to be handled and mitigated by a group of individuals who have expertise in that job role. In order to mitigate issues regarding resource allocation financial operators or managers need to focus on implementing different approaches so that it can be mitigated. In order to mitigate issues like marketing or management, the human resources of the company and the marketing manager can play an important role (Tesone, 2010). For cultural health and safety operations and manager can what collaboratively with the higher management to resolve issues regarding this particular aspect encountered by the operating members. All the operating members may encounter different issues apart from them which need to be resolved by the higher management so that the operating members may remain engaged with their work. That will lead to higher productivity and thereby greater profitability will be achieved. Different innovative approaches can be considered by the operating members of the hotel sector so that identified organisations and issues can be mitigated with appropriate solutions which will help in enhancing the employee base or workforce.
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	Trip Advisor Review Response

	In this case review of Sara D of Bexhill-on-Sea, UK who visited Premier Inn Fleet Hotel in October 2018. She has encountered major problems and experiences which created a bad impact on this branded hotel. It has been found that her car broke down at the Premier Inn fleet hotel at nearly 8:30 p.m. on 13th October 2018. In that particular case, she asked the hotel authority to help her out in this emergency (Tripadvisor, 2018). However, the hotel authority declared that they could not take any initiative not help her to visit any nearest hotel that has a garage installed in it. In order to save us during this moment, Sara quickly booked another hotel to mitigate the issue encountered by her. However, she could not find any such thing which could help her in this particular situation so she chose to talk with the hotel authority regarding the cancellation of the hotel booking. During this conversation hotel authority clearly declared that room cancellations are not available right now and advised how to talk with guest relations the next day. She had a conversation with the biggest relation and declared about the situation encountered by them. However, in response, they also did not help in counselling or providing a refund for the cancellation. Thus, her overall booking regarding the hotel was affected and she encountered financial loss. It has been found that she had worked for this company for a long term and now she is an ex-employee despite this she did not get adequate support from the company which disappointed her.



	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response

	Dear Olivia Jones,
We are extremely sorry about the inconvenience caused to you while staying at our hotel. We feel extremely sorry that we are unable to meet your expectations or desires that you considered while booking our hotel rooms and coming here as well. The letter which has been received from your end has clearly declared that you were unhappy with the services offered by our guest. Moreover, have also learnt that because of the language barrier, you were unable to communicate with my staff members. This mainly has created further complications for you to understand the services offered by our staff members. I have also learnt that during your stay you did not receive complimentary services like other customers which has also disappointed you on a similar note. Hence, on behalf of all the staff members and the entire team, we feel sorry about the challenges encountered by you during your stay.
However, we can assure you that on your next visit, you will not encounter any such issue that may disappoint you further. As we have focused on hiring some of the best employees with a positive attitude who can understand your needs. Along with that, we have also focused on hiring in group of members who can speak different languages so that your issues can be understood by them and therefore relevant solutions can be offered to enhance your hotel stay. We have also arranged special training for all the members operating at our business premises. Wherein, we will offer relevant training and support so that all the operating members can learn how to treat guests and manage the issues encountered by them with relevant solutions. Further, we have also considered those employees who have good problem-solving abilities so that clients just like you can get adequate support from our staff members and therefore overall experiences can be enhanced. Along with that we have also arranged sufficient numbers of staff members so that they can help you in offering quick services against each of the services asked from your end. Further, we will also make sure that from the next time onwards you receive complimentary services which are offered to all of the visitors arising at our hotel. We have cross-verified that some of our staff members have not worked efficiently which has caused a major inconvenience to you and has also disrupted your leisure time.
We sincerely apologise for the poor experience encountered by you during our hotel booking services. However, as our apology and unfortunate experiences caused you we would like to extend you a voucher for £50 which you can use in your next stay or hotel booking. We hope that in your next visit, we will try to meet your expectations and fulfil all your desires. We also hope that you will for the take services from us by pardoning our mistakes which have been encountered by you during your visit.
Sincerely,
Team of Premier Inn.



Component Three:
	Key Skill 1 – Customer Service Skills  

	One of the important skills which need to be present among the members operating in the hotel's front office operation is customer service skills. Customer service skills refer to those skills wherein appropriate services are offered to the customers so that their expectations can be fulfilled (Tewan, 2009). An individual employee needs to have clear communication skills, wherein direct communications will be conducted by the employees to their guests so that their issues can be understood easily. Moreover, it can help in building strong connections or bondings with the guest which will help in enhancing the overall services offered to them at the hotel. Adaptability skills, as false Under customer service skills wherein, the operating members can adapt to any environment and work within any area without facing any complications. Their main motive is to offer good services to the clients and meet their expectations so that the overall services offered to them can be enhanced. Patience is another skill which needs to be present in the operating members at the front desk of the hotel. It is in clients from different areas may visit the hotel area in this condition employees may encounter different views which can cause major issues. Thus, employees need to have enough patience while dealing with such customers so that issues can be mitigated with appropriate and relevant solutions in the first place.

	Key Skill 2 – Communication Skills 

	Communication also plays a vital role among the employees operating at the front desk of a hotel as they are responsible for communicating directly with the visitors. It is seen that most of the operating members hired for the front desk operation often need to communicate with the visitors to ensure them by offering them a great welcome. In this particular case having good communication skills can help the employees to deal with the customers and enhance the overall services offered to them as well as their experiences. Moreover, having a good communication skill can also help in developing strong bonds with the customers which can also help in enhancing the overall services offered to them (Fanthorne, 2004). Similarly, it has been detected that Employees with good communication skills can also conduct effective communication with the other team members through which strong bonds can be developed. Thus, operating members can work with a common shared goal and work accordingly so that it can be accomplished within a stipulated deadline so that the business productivity can be enhanced with greater profitability. Thus, Employees with good communication skills have a higher chance of securing a job in the hotel industry at the front desk operation through which their career can be developed and enhanced further. This will benefit both the employees and the business organisation on a similar note as the employees will get a good life to lead and the organisation will get enhanced profitability which can be further used for maintaining other business operations.

	Key Skill 3 – Organisational Skills

	Organisational skills are considered to be those skills which can help employees enhance their skills through which they can secure good employment in the future. In order to develop different organisational skills decision-making skills or abilities needed to be present or developed within the employees willing to operate at the front desk in a hotel. It is one of the relevant skills that can help the employed to make appropriate decisions through which different organisation issues can be resolved by which the overall business performance can be enhanced which will lead to greater profitability. Along with that in organisational skills time management skills also need to be developed or presented among the operating members since considering appropriate time every task is divided into smaller segments through which assigned tasks can be completed and submitted within a stipulated deadline. This, as a result, will help in enhancing the overall performance of the business through which greater profitability can be secured. Another skill which needs to be present in the operating members willing to operate at the front desk of a business organisation or a hotel is planning skills. They should be capable enough to develop appropriate plans based on which they can work and accomplish goals within a stipulated deadline to which organisational productivity and profitability can be enhanced. This, as a result, will be beneficial for the operating members since their careers will be developed through which they can secure better jobs in the future aspect which will help him in leading a peaceful life.

	Key Skill 4 – Problem Solving Skills 

	Problem-solving skills are another set of skills which need to be present in the operating members working at the front desk of the hotel premises. It is one of the skills which can enable the operating members to solve different organisational problems by implementing appropriate solutions (Solomon, 2018). It can also help in solving conflict arising between the operating team members or between the staff members and the client by implementing element solutions through which relationships or bonds can be developed. Along with that, having good problem-solving skills can also help in mitigating issues arising in the case of financial budget or expenses released by the higher management wherein appropriate solutions can be used for detecting when the budget has been used to ensure that it may not impact negatively the business organisation. Therefore, having good problem-solving skills can help in mitigating different organisation issues through which productivity can be enhanced which will lead to higher profitability that will be beneficial for the company on a large scale.
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Bad customer service
Review of Premier Inn Fleet hotel

@OOOO Reviewed 23 October 2018 [via mobile

So unfortunately my car broke down atfleet services around 8.30pm on the 13th Oct Rung my
breakdown to see ifwe could get someone out They said they couldn't but could take me to the
nearest hotel with a garage byt So Ibooked this hotel as quick fitis by it So when the man came to
towme he said they won't be able to do anything you need a specialist this is after booking my hotel
roomin | then rung the hotel and said I'm so sorry, unfortunately the garage we were meant to go to
won'thelp us, | need the cancel the booking but | only booked about an hour or so ago! She said
that's fine, call Guest Relations tomorrow and they maybe able to help you with a refund. So I ring
GuestRelations today and guess what, didn't care about my situation. Said well TCs etc, | said but you
can see Ibooked the room then not long after had to cancelit! This situation is out of my control. |
suffer with aniexty and this has just put me over the roof and | had a breakdown on the phone to Guest
Relations who didn't care and neither did this hotell feel ashamed to say | worked for this company
for31/2 and 1 was a team leader! So for someone to be treated like this and an ex colleague is
disgusting! | have put aformal complaintin and | am formally complaining on here as well | still expect
afull refund as this whole situation was out of my control. Never will I be staying at a premier inn again
Showless

Date of stay: October 2018




