
	
[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:
	2128518
Mariana Slobozian
	

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

	

	
	Module Code:
	(BMIH4004)
	

	
	Lecturer:
	Ffion Cumberpatch
	

	
	
	
	

	Whether hotel guests are satisfied with their experience is largely determined by the quality of customer service. When a guest checks in or makes reservations, customer service begins. Hotel front offices are responsible for attracting customers to a hotel. Front desks, reception areas, and operations departments of hotels are all terms for hotel front offices (Lords Institute, 2017). There are several different areas of the front office, which are meant to meet the needs of the guests, including reception, the front desk, sales and marketing, reservations, concierge services, and housekeeping. Every time a guest comes to the hotel, they report to the hotel's front desk first. The public image of a hotel is mostly determined by this area.
A hotel receptionist interacts with guests during their stay, upon arrival, and on departure. Customer satisfaction and a positive hotel reputation can be improved through a good front desk employee. The Marriott Hotel in Cardiff offered me a job as a staging in the front desk, a good way to win the experience and to advance in my career in the management industry. This article will discuss examples and reasons why hotel front desk skills are important.
Hotel front desk skills:
1. Communication
To communicate effectively with customers, hotel receptionists usually possess strong communication skills. Customers can expect detailed information about what to expect during their stay, as well as assistance with problems, hotel fees, booking rooms, directions and more. It's important to maintain a positive tone when speaking with customers. Effective communication skills are also used by hotel receptionists to discuss problems with other team members.

2. Technical
Computer skills are needed by hotel receptionists. In transactions between the company and its customers, they might use certain software packages.  Maintaining accurate customer records is possible with strong technological skills.

3. Organization
Organisational skills might help front desk staff in a hotel with a variety of tasks. Customers are greeted, phones are answered, managers are spoken to, computers are used, and guests have problems solved. A hotel receptionist's ability to balance customer interaction with other duties is enhanced with strong organisational skills.

4. Problem-solving ability
Usually, hotel receptionists have strong challenges to overcome to provide positive customer experiences. As an example, they can solve issues such as food allergies, deteriorating neighbourhood’s, wrong chamber taxes, and internet connectivity problems. In the reception area, employees can recognize problems, plan solutions, and implement them.

5. Teamwork
Hotel receptionists benefit from strong teamwork skills. Customer issues, last month's goals, and ways to improve performance are all examples of what might be discussed. Positive workplaces may be created through collaboration skills. To create a positive guest experience, hotel front desk employees need strong teamwork skills.


6. Patience
Especially in challenging situations or high-pressure situations, dealing with customers requires patience. Managing slow interactions and resolving queries positively are examples of front desk duties. A comfortable environment can be created by being patient with customers.

7. Adaptability
A hotel front desk employee who manages change well is usually highly adaptable. Changing marketing strategies, expanding teams, increasing room prices, moving desks, and replacing management might be encountered. Changes in schedules and other workplace developments may require receptionists to adapt. The ability to adapt to change allows them to view it as a positive improvement.

8. Attention to detail!
Due to void payments, lost credit cards, paperwork issues, and busy shifts, hotel front desk employees are typically detail oriented. Guests experience a better stay when they pay close attention to detail. The role requires strong attention to detail during busy periods and multitasking to prevent details from being overlooked.

Hotels are represented by their front offices. When customers visit hotels, they experience them first. Guests service, cashiers, and the front office are all components. In the front office, guests are welcomed, guided, and seen off, information is offered, and hotel services are sold and promoted. Communication skills, organization, teamwork, neatness, and professionalism are all important. Providing quality services to customers requires teamwork from front office personnel with other departments. Finally, personalized service requires understanding guest needs. It increases the likelihood of repeat business by leaving clients satisfied.   
I consider working at Marriott International to have been a good experience now, as it has helped me develop skills that have been necessary for me to have a positive outlook on life and to enhance the skills that I already possess. My attitude or behaviour could be improved by becoming aware of my abilities that I already possess to maintain that attitude or behaviour. In addition to communication abilities, dealing with professionalism, and cognition, there were many other skills that were developed during this time. It is even possible that due to this experience, I have built a good connection with the visitors who come in to experience our hotel and who come in to enjoy their time here, and as a result, I have developed a positive attitude toward them.                                                                                                                                      
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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?


	1.

It is important to provide clear directions to guests after they enter the hotel or enter the lobby.
	1.
Getting to know and treating your customers well is important.

Four to six people are informed of a positive experience by happy customers. Positive word-of-mouth can be significantly influenced that way. Put a name or face on your business by developing a personality for it.
	1.
Communication is the key to success in any business. Communication that is effective can lead to positive results, whereas communication that is negative may lead to deal failure.
	1.

Staff training should be a priority.

Customer satisfaction scores should be maintained consistently across all staff training programs, complaints should be managed effectively, and ultimately how to prevent complaints from occurring.

	2.
Whether an iPad or a front desk agent can handle check-in and check-out issues, it should be convenient for guests.
	2.
The best way to sell is to educate.
Helping is the new selling.
People who don't view themselves as salespeople are the most successful. Sharing knowledge that the customer can use for their benefit should be the focus, not just chasing down a sale.
Consider the customer's desire to solve a problem, not your own desire to close a sale. Find out what challenges they face. Talk about your customers' goals and plans. Listen to your customers' needs and help them by providing advice and a message tailored to their needs.
	2.


Provide assistance to guests during the check-in and check-out process.
	2.

The most loyal guests should be recognized and rewarded.

Your team and you are doing something right if you have regular guests. Recognize and acknowledge returning guests at your hotel when you have them.

	3.
It is essential for hotel guests to feel comfortable and confident in their interaction with the hotel no matter how the interaction is carried out.
	3.
Maintain a respectful relationship with your customers.
In addition to all the different touch points they encounter during their booking experience; the guest experience is made by all those who care for and serve them at your property. Guests and customers should therefore be treated with respect by all your employees.
	3.
Making arrangements quickly when guests arrive early by communicating with the staff and the guests in advance.
	3.




Make every guest feel like a VIP by treating them with the utmost respect.

	4.

Promises must be kept.

Your response to problems must be prompt and you must follow through on your promises. There are numerous ways for hotel guests to ask for support and complain, including online, by telephone, by email, or in person with an angry guest.
	4.
The customer is always right!
It is always the customer who is right, no matter what the circumstances are. Providing outstanding customer service and experience begins with following this golden rule.
Make sure your customers are the first priority in your customer service policy. Set up a process to resolve issues with unsatisfied customers. You should also describe all the various interactions your guests will have with your property.
	4.
I am responsible for writing emails and responding to online queries that I receive.
	4.


Ensure that new employees have a positive start to their careers

	5.
It is worth mentioning that the most essential aspect of any hospitality establishment is service, which is what is required at its core. It does not require a number to provide this service. Similarly, the Sanskrit saying, "Atithi Devo Bhavah" (meaning "the guest is God") illustrates even more clearly how guests should be treated when it comes to the way they should be treated. Whatever hotel one chooses to stay at, whether it be a luxurious Four Seasons or a modest Premier Inn, it is important that every guest receives a warm welcome, a friendly face, attentive service, and a heartfelt thank you no matter what the price.

	5.
Customer service should be consistent.
Having an employee acknowledge a problem, listen to the issue, and then offer options to resolve it is an essential part of employee training. The best thing you can do for a guest is to tell them what you can do for them rather than what you cannot.
	5.


Develop a connection with potential customers by using software and websites that are designed specifically for hotels.
	5. 



Make sure that your staff's actions are linked to the performance of the hotel as a whole



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)


	
In the hospitality industry and in residential rental properties, property management systems (PMS) are used to manage residential and commercial properties. Local governments, manufacturing industries and manufacturing use PMS as well. Often called hotel operating systems or hotel OS, property management systems are used by hotels.

Accommodations businesses use PMS systems to manage, schedule and complete their day-to-day operations and transactions. As centralized records can be updated and consulted from different computers and devices, computer record keeping and PMS have enhanced hospitality industry efficiency significantly. For further ease of operation in the hospitality industry, PMS systems are customized.
In addition to managing the tasks associated with many everyday activities, a PMS also automates many of them, for example:
· Reservations
· Getting checked in and checked out
· Hotel inventory supply management
· Point of sale (POS) integration              
· Reporting of key performance indicators (KPI)
· Food and beverage costing
· Event planning
· Security and room locks
· Telephone systems integration

As there is no room for error in the property management system, accountability is enhanced. Check-in and check-out are made faster by the system. All hotel departments are connected through the PMS via the guest cycle. By using it, the receptionist can access information on the room conditions, for instance, and the front office can communicate with housekeeping. By accessing information about new arrivals, the accounting office can create new accounts and connect to the front office. Installing the software will help in putting measures to benefit both the hotel and its guests, so all hotels should look forward to doing so.







	
Element 2 – Hotel reputation


	
To be successful in the hospitality business, you need to continually think of new ways to exceed the expectations of your customers and host fun and memorable events for your clients to become a name you can be proud of. It is crucial to reach the eight main goals to be successful.
Success in the hotel industry: 8 top things
1. A hotel's location is vital to its success.                                                                                                            For the hotel to be successful, it must be in the right place. Using tourist statistics, you can figure out which option is the best.

2. A review can be useful.
Guests can provide feedback outside of payment forms, so don't just rely on that. Social media or online review sites will be used to share bad experiences.
Respond to all new hotel reviews with an easy response and read all newly posted reviews. There is no better marketing tool than word of mouth.

3. Lead generation is the key to success.
In the hotel industry, group business has proven to be one of the keys to earning lots of money.

4. Innovative customer experiences.
Hotel accommodations and room service are just the tip of the iceberg in the modern industry. By understanding your guests' needs and expectations, you can provide them with an innovative experience. Travelers who do not spend much time in hotels can find other activities to keep them entertained. A few of the highlights include live concerts, poolside fun, fitness classes, and spas.

5. Safety
Safety rules must be understood, and emergency situations must be handled calmly. Keeping guests safe is always important.

6. Communicate, communicate, communicate.
Hotel teams need good communication skills. Communication training can reduce errors and miscommunications. It’s important to listen to guests and understand their problems. Guest loyalty can be easily earned with great communication from all team members.

7. Flexible management.
The expectations of customers can differ greatly. You empower your hotel managers to make timely decisions under critical situations. With this decision-making power, they can turn a situation around and earn customer loyalty and satisfaction, as well as a good reputation.

8.  Observe.
Make sure everything in the hotel is to give guests the best experience. It is essential for hotel management to provide impeccable customer service, to serve delicious food, to fold napkins correctly, to maintain an efficient checkout, etc.










	
Element 3 - Communication 


	A hospitality and tourism industry's most valuable skill are communication. Most of the time managers spend communicating with their employees or other parties is spent verbally or in writing. Staff members communicate within their teams, as well as with their managers, suppliers, front-line employees, and so on, to convey information.
Service businesses can benefit from communication with customers. The only way he can guarantee repeat business is by maintaining a good relationship with his customers. (Transmitter - Message - Receiver) is an example of communication.                                                                                                    Tourism and hospitality organizations need effective communication systems to succeed. A consumer's needs cannot be assessed without feedback from employees and customers.








	
Element 4 - Staffing 


	
	
An employment strategy is essential to the success of a hotel. Human resource management refers to staffing as the process of recruiting, selecting, and hiring people. To put it another way, workers or staff must be placed according to the company's goals.                                                                                                    Excellent staffing is the primary goal of recruiting, selecting, and hiring. Human resource acquisition involves acquiring quality employees who possess the skills and competencies required to perform the duties and responsibilities provided to them by the hotel. In addition to contributing to the hotel's growth, a good job also helps the employee to grow.
Organizations rely on their employees to succeed. For any organization to succeed or fail, it must rely on its employees as well. Due to its nature - a labour-intensive industry - the importance of an employee in the hospitality industry increases. Hotel and hospitality organizations should pay particular attention to employee performance and seek ways to enhance it.                                                                                        Since hotel employees have direct contact with guests, employee performance is more important in this industry, and secondly, it is employees who satisfy guests.   The manager should therefore be aware of the factors affecting the performance of employees.                                                                                                                       To manage performance effectively, individuals and teams must be willing and committed to ongoing improvement in performance. A 360-degree feedback process is included. This involves performance evaluations, performance reviews, and feedback on performance. Performance levels of employees are the focus of all these processes. Each level, the individual, the group, and the hotel, aims to improve performance. The training and development of employees is a direct application of performance management. Improved performance can be achieved by linking training and development efforts with hotel performance and appraisal systems. It is possible to achieve concrete benefits from employee training initiatives. By implementing need-based professional development programs, performance appraisals that indicate poor performance can be significantly improved.” Srivastava.V.N, Shafiq.M, Ghosh.K; (2005).
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