
	
[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:
	Gabriela Maria 2008732
	

	
	
Module Title:
	Hotel Administration and Front Office Operations
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Lisa – Marie Bassler
	

	
	
	
	

	

Working on the front desk of a hotel requires a combination of technical, interpersonal, and communication skills. As per my experience that I have gained by my placement at Premier Inn - Brentwood the most important skills for working at the hotel’s front desk are described below 
Technical Skills:
The first and foremost skill required to work at the front desk is the ability to operate computer systems and software applications, such as reservation systems, property management systems, and Microsoft Office. The front desk agent must be able to accurately enter and retrieve data, manage room inventory, process payments, and generate reports (Bardi, 2021). Familiarity with accounting principles and basic math skills are also essential.
Interpersonal Skills:
The front desk agent must be able to communicate effectively with guests, colleagues, and management. They should be able to build rapport with guests, understand their needs, and provide excellent customer service. The agent should be friendly, approachable, and professional at all times. They must be able to work collaboratively with others, including housekeeping, maintenance, and management staff.
Communication Skills:
Strong communication skills are crucial for a front desk agent. They must be able to communicate effectively in person, over the phone, and through written correspondence. The agent should be able to convey information clearly and concisely and listen actively to guests' needs and concerns (Sayin and Karaman, 2019). Additionally, they must be able to speak multiple languages if required by the hotel.
Multitasking Skills:
The front desk agent must be able to multitask and manage multiple priorities effectively. They should be able to handle a high volume of guests and requests while maintaining a calm demeanour. They must be able to prioritize tasks, work efficiently, and meet deadlines.
Attention to Detail:
The front desk agent should have excellent attention to detail to ensure accuracy in managing guest reservations, payments, and room inventory. They must be meticulous in handling guest requests and follow-up actions to avoid errors and omissions.
Problem-Solving Skills:
The front desk agent should be able to think critically and solve problems quickly and efficiently. They should be able to handle unexpected situations, such as guest complaints, room availability issues, and payment disputes, with tact and diplomacy (Olimovich et al., 2020). They must be able to find creative solutions to meet guests' needs and expectations.
Time Management Skills:
The front desk agent must be able to manage their time effectively and prioritize tasks based on their importance and urgency. They must be able to handle multiple tasks simultaneously while ensuring the timely completion of each task.
Sales Skills:
The front desk agent should have good sales skills to promote the hotel's services and products to guests. They should be able to upsell room upgrades, restaurant reservations, and other amenities to increase revenue for the hotel.
Cultural Awareness:
The front desk agent should have cultural awareness and sensitivity to cater to guests from diverse backgrounds. They should be able to understand and respect guests' cultural values, beliefs, and customs and adapt their communication style accordingly (Soelton, 2018).
Empathy:
The front desk agent should have empathy towards guests, understand their needs and concerns, and provide appropriate solutions. They should be able to handle guest complaints with patience and understanding and turn negative experiences into positive ones.
As per my experience at Premier In, working in the hotel industry can be both challenging and rewarding. It requires a combination of technical skills, interpersonal skills, and a positive attitude towards guests. Hotel front desk agents are the first point of contact for guests, and their performance can significantly impact the guests' experience and overall satisfaction with the hotel. I also realised that front desk agents need to be able to handle multiple tasks simultaneously, such as managing room inventory, processing payments, handling guest requests, and resolving complaints. They must be able to communicate effectively with guests, understand their needs and concerns, and provide appropriate solutions while maintaining a professional and friendly demeanour.
Applying theoretical knowledge in the hospitality industry is essential to success. For example, hotel management courses at Premier Inn - Brentwood provided me with theoretical knowledge about the principles of front office operations, marketing, human resource management, and accounting. In addition, I learned about customer service, communication skills, and conflict resolution. As a result, I can use this theoretical knowledge to improve my performance in the hospitality industry.
The topic is important in the hospitality industry because front desk agents are the face of the hotel. They are the first point of contact for guests, and their performance can significantly impact the guest experience. The front desk agent's ability to provide excellent customer service, solve problems quickly and efficiently, and manage guest complaints can make or break a hotel's reputation (González-González and García-Almeida, 2021). Therefore, having the necessary skills and applying theoretical knowledge in the workplace is critical for success in the hospitality industry.
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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.

	Skills
	Objectives
	Actions
	Resources
	Time

	Cognitive and Intellectual Skills
	Improve critical thinking and problem-solving skills
	Attend workshops/seminars on critical thinking and problem-solving, Participate in brainstorming sessions with colleagues
	Professional development opportunities, books/articles
Team meetings and work projects

	3 months

	Practical Skills
	Develop technical skills
	Shadow experienced team members to learn technical skills
	Mentors, on-the-job training
	6 months

	Communication Skills
	Enhance communication skills
	Take communication courses or workshops
	Professional development opportunities
	6 months to 1 year

	Multitasking Skills
	Improve ability to handle multiple tasks
	Prioritize tasks and develop time-management strategies
	Time-management tools, productivity apps
	Ongoing/self-improvement




	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?


	Provide a warm and welcoming atmosphere: The first impression that guests have of the hotel is critical. Therefore, it is essential to create a warm and welcoming atmosphere by greeting guests with a smile, being polite, and offering assistance.

	Prioritize tasks: Prioritizing tasks is essential to ensure that important tasks are completed first, and deadlines are met. Make a list of tasks that need to be completed and prioritize them based on urgency and importance.
	By prioritizing tasks, I am ensuring that important tasks are completed first, which can help prevent delays and ensure that deadlines are met. 
	First, identify potential scenarios that could occur and have a plan in place for each one. This could include scenarios such as equipment failure, power outages, severe weather, or unexpected guest issues.

	Ensure prompt and efficient service: Guests expect prompt and efficient service when they stay at a hotel. Therefore, it is essential to respond to guest requests promptly and provide efficient service to ensure that their needs are met.


	Communicate effectively: Communication is key to ensuring that operations run smoothly. Effective communication with team members, supervisors, and guests can help prevent misunderstandings and ensure that everyone is on the same page.
	Effective communication can help prevent misunderstandings and ensure that everyone is on the same page, which is essential for smooth operations. 

	Once I have identified potential scenarios, establish emergency procedures for each one. This should include procedures for communicating with team members, contacting emergency services, and evacuating guests if necessary.

	
Be knowledgeable about the hotel's amenities: Guests often have questions about the hotel's amenities, such as restaurants, fitness centers, and conference rooms. Therefore, it is essential to be knowledgeable about these amenities and provide accurate information to guests.

	Be organized: Staying organized can help me manage my time more efficiently and avoid mistakes. Keep my workspace neat and tidy and use tools such as calendars, to-do lists, and reminders to help me stay organized.
	Staying organized can help me manage your time more efficiently and avoid mistakes, which can save time and prevent issues from arising.

	Ensure that all staff members are trained on the emergency procedures and are familiar with their roles and responsibilities in the event of an emergency.

	


	
	
	Conduct regular drills to ensure that staff members are familiar with the emergency procedures and know what to do in the event of an emergency.

	


	
	
	Regularly review and update the contingency plan to ensure that it remains relevant and effective. Make changes as necessary based on feedback from staff members, guest feedback, or changes in the hotel's 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 application used by hotels and other hospitality businesses to manage their day-to-day operations, including reservations, check-in and check-out, billing, room assignments, and inventory management (Kansakar et al., 2019). The key elements that are required when considering PMS in hotel operations are:
User Interface: A good PMS should have a user-friendly interface that is easy to navigate and use. The interface should provide an overview of the hotel's operations and allow staff to quickly access information about guests, reservations, and room availability.
Reservation Management: The PMS should have a comprehensive reservation management system that allows hotels to easily manage and track guest reservations. It should include features such as online booking, room allocation, room blocking, and room assignments.
Front Desk Management: The PMS should also provide front desk management features such as check-in and check-out, room key encoding, and guest billing (Khan and Hossain, 2018). This enables hotel staff to process guest requests and payments quickly and accurately.
Reporting and Analytics: The PMS should be able to generate detailed reports on various aspects of the hotel's operations, such as occupancy rates, revenue generated, and guest demographics. This data can be used to make informed decisions and improve the hotel's overall performance.
Integration with other Systems: The PMS should be able to integrate with other systems used by the hotel, such as accounting software, customer relationship management (CRM) systems, and point-of-sale (POS) systems. This allows for streamlined operations and easier management of the hotel's various departments.
Security and Data Protection: The PMS should have robust security features to protect sensitive guest information, such as credit card details and personal information. It should also comply with data protection regulations and provide regular data backups to ensure data is not lost in case of system failure or cyber-attack (Hayes et al., 2021).
Therefore, a well-designed PMS is critical to the successful operation of a hotel, providing an efficient and integrated system for managing guest bookings, room availability, and guest billing.


	
Element 2 – Hotel reputation


	
Hotel reputation refers to the perception that guests and potential customers have of a hotel (Foroudi, 2019). It is a crucial element in hotel operations, as it affects the hotel's ability to attract and retain customers, generate revenue, and compete with other hotels in the market. The key elements that are required when considering hotel reputation in hotel operations are:
Guest Experience: The guest experience is a critical factor that contributes to a hotel's reputation. Hotels must strive to provide guests with a memorable and positive experience by offering high-quality services, amenities, and facilities. This includes everything from the cleanliness of the rooms to the friendliness of the staff.
Online Reviews and Ratings: Online reviews and ratings are a significant driver of hotel reputation. Customers rely heavily on online reviews and ratings when making booking decisions. Hotels must monitor their online reputation and respond to negative reviews and comments promptly (Gavilan et al., 2018). They should also encourage satisfied guests to leave positive reviews on popular review sites and social media platforms.
Brand Image and Marketing: The hotel's brand image and marketing efforts play a crucial role in shaping its reputation. Hotels must invest in effective branding and marketing strategies that highlight their unique selling points and differentiate them from their competitors (El-Said, 2020). This includes everything from the hotel's website design to its social media presence and advertising campaigns.
Staff Training and Development: The hotel's staff members are the face of the hotel and play a critical role in shaping the guest experience. Hotels must invest in staff training and development programs to ensure that staff members are knowledgeable, skilled, and able to provide excellent customer service. This includes training on guest interaction, problem-solving, and conflict resolution.
Community Engagement: Hotels must also engage with the local community and be good corporate citizens. This can include sponsoring local events, partnering with local businesses, and supporting charitable organizations. A hotel's involvement in the community can enhance its reputation and build loyalty among local residents (Yoong and Lian, 2019).
In conclusion, a hotel's reputation is a critical element in hotel operations that requires a comprehensive approach. By focusing on the guest experience, online reputation management, branding and marketing, staff training and development, and community engagement, hotels can enhance their reputation and attract and retain loyal customers.

	
Element 3 - Communication 


	
Effective communication is a critical element in hotel operations, as it ensures that guests' needs and expectations are met, and that hotel staff are able to work together efficiently. The key elements that are required when considering communication in hotel operations are:
Guest Communication: Hotels must have effective communication channels in place to interact with guests and address their needs and concerns. This includes everything from providing clear and concise information on the hotel's website to offering in-room communication tools such as phones, tablets, and messaging services. Hotels must also ensure that their staff members are trained in effective communication techniques to provide excellent customer service and resolve any issues that may arise (Kharouf et al., 2019).
Staff Communication: Effective communication between hotel staff members is critical to the smooth operation of the hotel. Hotels must have communication systems in place that allow staff members to communicate with each other quickly and efficiently. This can include walkie-talkies, phones, and messaging systems. Regular staff meetings and training sessions can also help ensure that everyone is on the same page and working together effectively.
Interdepartmental Communication: Communication between different departments within the hotel is also critical to the smooth operation of the hotel. Effective communication between departments such as housekeeping, front desk, and maintenance can help ensure that guest requests are fulfilled quickly and efficiently. Hotels must have systems in place that allow departments to communicate with each other easily, such as task management software and interdepartmental meetings.
Multilingual Communication: Many hotels cater to guests from different parts of the world, and effective multilingual communication is essential to ensure that all guests feel welcome, and their needs are met. Hotels must have staff members who can speak multiple languages, as well as tools such as translation software and multilingual signage to facilitate communication with guests who speak different languages (Jhaiyanuntana and Nomnian, 2020).

	
Element 4 - Staffing 


	
Staffing is a critical element in hotel operations, as it determines the quality of service that guests receive, and the hotel's ability to achieve its business goals. The key elements that are required when considering staffing in hotel operations are
Staff Recruitment: Hotels must have a comprehensive recruitment process in place to ensure that they hire the right candidates for the job. This includes creating job descriptions, posting job ads on relevant platforms, screening resumes, conducting interviews, and performing background checks (Al-Ababneh et al., 2018). Hotels should also consider factors such as experience, education, and cultural fit when selecting candidates.
Staff Training and Development: Once hired, hotel staff members must receive comprehensive training and development programs to ensure that they are able to provide excellent customer service and meet the hotel's standards. Training programs can cover a range of topics, including guest interaction, problem-solving, conflict resolution, and technical skills (Marinakou and Giousmpasoglou, 2019). Ongoing training and development programs can also help staff members develop their careers and stay motivated.
Staff Scheduling: Staff scheduling is an important aspect of hotel operations, as it determines the number of staff members needed at different times of the day and week. Hotels must create effective staff scheduling systems that consider factors such as guest occupancy rates, staff availability, and workload. Efficient scheduling can help reduce labor costs while ensuring that the hotel provides excellent service to guests.
Staff Performance Evaluation: Regular staff performance evaluation is critical to ensuring that staff members are meeting the hotel's standards and goals. Hotels must have effective performance evaluation systems in place that provide constructive feedback to staff members, recognize outstanding performance, and identify areas for improvement. Performance evaluation can also help managers make informed decisions about promotions, pay raises, and other rewards.
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