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A skill is the ability to perform an action with determined result, it is developed through life and work experience, and it is classified as soft skill or hard skill.
These days most hotel researchers are focusing on increasing customer satisfaction because a happy customer will return and it will increase the popularity at that specific hotel and of course the profitability of the business: “Providing exceptional customer service is no longer a choice or a set of slogans, but rather a necessity forced by the nature of situations and factors in today's corporate world. We just want tourists to return to the hotel or our tourist facility when they experience the services and products of their happiness, and they usually want to repeat the visit” (Wahyanti, Caecilia Tri,2018 p. 1671-1678).
The font desk hotel personnel are the first one who meets and welcome the guests, so communication is an essential skill to interact and to offer the service that meets the customer requirement and expectation. After communication, the professional appearance is a key skill because it is the face of the representation of their brand hotel, and of course guest service is another important skill because “it includes being pleasant and friendly, working efficiently and accurately, solving problems, and doing anything else necessary to ensure a pleasant experience for hotel customers”. (Hcareers, 2021).
Front desk employees needs to have soft skills like: patience (when you deal with a challenging customer), teamwork (to be able to work with other departments), attention to details(when a regular customer has specific requirements and you full fill it in advance), multi-tasking and leadership (ensure the hotel operates correctly and customer gain a positive experience), problem solving(provide solutions to their issues), professionalism (customer facing by company’s brand) (Indeed Editorial Team,2022).
For examples, on resumes a common skill is teamwork and it is appearing on 8.3% of it, guest services on 6,3% of resumes and 22,5% front desk agents will have on their resume reservation on their hard skill because this includes to operate on programs (Zippia,2022).
Hard skills are known as certifications, trainings, and degrees, knowledgeable in IT programs, speaking different languages and are developed through life and work experience.
For example, Premier Inn was offering a job as receptionist in Dubai and as a hard skill they were required for a competent level of IT, strong with numbers, analytically inclined and knowledgeable of more languages (Premier Inn Hotels,2023).
From my point of view, all the hard skills that are acquired from experience or study are not enough if the soft skills are missing. For example, an IT programmer which doesn’t have the ability to work in team cannot work at the front desk because there you always need to support, your team when they need it, and they will support you back as needed. 
Now, even if I have hard skills, I lack the most important soft skill which is confidence in myself. I speak English well but staying at the front desk I feel that my vocabulary is still poor, and I am not confident when I need to speak, check in a customer. Somehow, I am scared that I will say wrong words and the customer will feel bad. I spoke about this problem at my placement with the receptionists, and they encouraged me a lot, they are helping me to be more confident in my English vocabulary and in myself, which is great because they include me in their team, and they offer me lots of support. In the nearer future I know for sure that I will be more confident because I am working hard on it and because they are supporting me, we are practicing a soft skill: teamwork.
The impact of the new technology brings in hospitality new skills requirements as: adaptability (flexible and open mindset), digital skills or emotional intelligence. Skills linked to the technology are essential to provide the customer satisfaction, to make him happy and to create the wow effect.
In conclusion, the key skills required to work at the front desk are soft skills like communication, professionalism, patience, problem solving, multi-tasking, teamwork and hard skills like degrees, trainings, certificates, and combined it make the efficacity of the business to develop, to attract more customers.
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complains that on their arrival, their room had not been properly cleaned. Create an action plan and answer the following questions.


	Problem
	Why did it happen?

	What are you going to do?
	How will you prevent this from happening in the future? 

	What measures would you introduce to improve team effectiveness?


	
A guest complains at arrival that their room is not been cleaned properly.

	Room may be dirty after a late check out of previous guests.

	Listen the guest until he finishes talking about all the problem; Always its better if the notes are made while the guest complain.
	Training the housekeeping better for the hygiene measures;
	As a team leader first measure applied is communication between staff from all the departments; If a problem occurs communication can help to fix everything.

	


	The guest asked an early check in.
	Empathize and apologies for all the inconveniences. Inform the manager directly about the complaint.
	Make sure that, as a team leader before the rooms are booked, to be clean and ready with no issues for the guests;
	Intense training in the housekeeping and maintaining the hygiene;

	


	Housekeeping fails to clean the room
	If it is possibly taking the guest in privacy so the rest won’t hear the complains. Take responsibility and offer a solution; in this case if the guest accepts, the housekeeping can go to clean the room again and in meantime a voucher for spa or restaurant can be offered until the room is cleaned again. If the guest refuse it can be offered another clean luxurious room.
	As a team leader is very important to communicate with all the staff from all departments to make sure everything is alright for the guests to check in.
	Make sure that all the staff is trained to show off soft skills like communication, body language, support team, to empathise, to organise and to be multitasking. 

	


	The team leader didn’t control the room before checks in and needs to take responsibility.
	If the guest accepts a solution, follow up the situation and make sure that the guest is happy and pleased after the incident. 
	If the housekeeping is busy and overwhelmed, help and support can be offered so it won’t be problems for the guests.
	In the hospitality the most precious and important thing is Teamwork because it can never be perfect but if the team is united and they support each other the business will improve and the guests can have the “wow” effect, they will be pleased about services, they will give good feedbacks, and will be back again even if a small mistake may occur.

	


	
	The Pleasing Principle is applied: always be Polite, Listen the guest, Empathise and give feedback, Ask questions about the situation, Smile and be confident, show Interest, never say No up front, Go far and settle the situation.
	
	




Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.

As the floor housekeeping manager and given the recent guest complaints you need to put together a basic training presentation for your colleagues within the housekeeping team to get the best out of them, ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.
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	Training Notes:
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	Training Notes: Hello, my name is Alexandra and as a housekeeping manager today, I made this presentation to refresh your training in housekeeping. For the new members of staff, I welcome you and I will explain you the concept of good housekeeping which includes organization, neatness, cleanliness, standisation, discipline.
Housekeeping goes in tight connection with the brand standard in Trinity Hotel.
Brand standard must be accomplished how the company decides and we follow the rules, including as well Health and safety procedures. At the end of the presentation, I will offer you some tips of how you can deal with guest complaints and how can we avoid them. 
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	Training Notes: To make it simple today I want you to learn and keep it in mind 3 important lessons that you must do before you start your shift and while you are on your shift.
Lesson 1: Housekeeping: storing linen, trolley set up, caddy set up, tools for the job, strip rooms and sanitize the surfaces.
Lesson 2: Brand Standard and Health and Safety which includes, welcoming guests, uniform procedures, multi night staying room set up, fire procedures, trips and falls, incident forms.
Lesson 3: Guest complaints- how to avoid them, strategies, teamwork.
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	Training Notes: Housekeeping is a teamwork and just as my quote says: “ Always pass on what you have learned” I ask you, please, as a member of staff that is with us for longer period of times to explain, show and teach the new staff as well and work together so you can accomplish your job properly and to give the best of you, making the guests happy to come back.
Before you start your shift, you must make sure that you are wearing uniform, that you have your badge name and the keys that you need in the rooms and corridors. Get ready the linen in the storage room, and put it on the shelves according to the brand standard colour: blue, yellow, red.
Before you go in a room you need to have your trolley and caddy ready for you to start cleaning.
As a housekeeper before you leave, make sure that the room shows the brand standard, everything is clean and in place, check again the toilet and lights, look after small details.
 

	
	
[image: ]




	Training Notes: Housekeeping basics: Make sure your trolley is set up according to our brand standard, refill it, if necessary, with linen, cloths, glasses, cups, teaspoons and put all the tools for cleaning on the trolley. As well, make sure you set up the caddy accordingly with our brand standard, refill the bottles with chemicals that you need for cleaning. As a housekeeper you go full hands in a room, and full hands out. Make the perfect bed respecting our brand standard procedures, look carefully after marks on linen, sanitize all the surfaces and toilet, always check the small details.
In the public area always respect the Health and Safety procedures, make sure the signs are visible for the guests, inform and guide the guests if they are having visual problems.
For a good housekeeping, practice is the key, and I invite you all to practice.
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	Training Notes: Welcoming guests: you need to focus on making sure that you look presentable in your shift, wear the correct uniform, don’t use excessive make up, don’t use jewellery, and never eat gum in front of guests.
Smile, be friendly and polite, engage a conversation if the guest is willing to.
Follow the fire procedures and inform the guests with disabilities about their safety, refugee points and emergency bell in the room.
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	Training Notes: One of our brand standard hotel is the perfect bed so you as a housekeeper really need to focus on making the bed perfectly. Follow the standard, make sure the linen is not broken or marked, check the pillows and the lights next to the bed.
As every brand, we have our brand standard cleaning room procedure and it has to be followed accordingly.
Every institution has Health and Safety procedures as you all know. For us is very important that the guests are safe but as well the staff. You have to mark with signs when the cleaning is done specially in public areas because slips ,trips and falls can occur. If any of these will happen to you, report it to your manager or team leader, fill in a risk assessment and the incident form.
Fire procedures are important as well and please make sure you participate every 6 moths at the fire drill. You are a housekeeper, and you must make sure that nothing blocks the fire doors, the extinguishers are on place, participate when the fire alarm test is done. Remember all the procedures in case of fire, tell the guests where the assembly point is, reassure the guests with disabilities that a different procedure is in place for them.
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	Training Notes: It doesn’t matter of how experienced we are, sometimes we make small mistakes, sometimes we have a bad day but for guests none of this matters. When they check in, they have big expectations from our hotel, and it is down on us to create the “wow” effect for them. You always must rely on your team, and the team needs to rely on you. Therefore, you must communicate between each other departments, you have to be friendly and encourage each other. When one of the staff is in a low mood a little encouragement and some friendly words are the best and the shift for that person will go smoothly. 
Our department needs to prevent complaints from the guests and you need to support each other, help each other to make everything perfectly.
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	Training Notes: When a guest complaint follows the “Pleasing Principle”: Always be polite to them, don’t interrupt them when they speak and listen to them, empathize with them, apologies, show a good attitude, body language, ask questions about the problem.
Smile when it’s the case, show interest in their complaint, never say no, report the problem straight away to the manager and go far and settle the situation. 
The guest is always right, if a service fail we need to meet the expectation of the guest and we need to do a good service recovery.
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	Training Notes: To summarize the training I remember you that the housekeeping is the key to a hotel business, brand standards and Health and Safety procedures are in place to respect the law and that the guests feel special and safe.
With trainings, video tutorials, photo tutorials and additional resources you can improve your skills and you can take the best out of you! 
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