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The hotel front desk is the first point of contact for most guests, making it a vital aspect of the hospitality industry. During my work placement at Delta Marriott Newcastle, I observed and developed many of the skills paramount in the front of house role. I believe the following skills are essential for a front desk associate in ensuring the smooth running of the hotel and for providing a positive experience for guests. 
 
During my experience as a front desk associate, I quickly realised the vital role of effective communication in my daily interactions. One time, a cross looking couple were heading towards my desk. Appreciating the significance of clear and courteous communication, I immediately greeted them with a warm smile and empathetic tone, I listened attentively to their concerns, acknowledging their disappointment, and assuring them that I would do everything possible to resolve the issue promptly. After a quick communication with my supervisor, I initiated effective telephone call with housekeeping department to promptly clean the last remaining king-size room. After setting this in motion, I informed the guest about the available room and the steps we would take to transfer their belongings to the new room seamlessly. I also took this opportunity to offer a complimentary meal in our restaurant as a gesture of goodwill for the inconvenience.
 
I successfully turned a potentially negative experience into a positive one. This example demonstrates how effective communication, including teamwork played a vital role in addressing the guest's concerns, ensuring their satisfaction, and upholding the hotel's reputation. It aligns with industry research that highlights the significance of clear and efficient communication in the hotel industry, (Manhas and Tukamushaba, 2015; Bardi, 2010; Cottam, 2022). It also highlights, the significance of handling difficult situations calmly and empathetically, (Scott, 1994).

As addressed by Liu, (2021), I also experienced multitasking, as a crucial skill in the fast-paced hospitality industry. Onetime, within minutes of my shift starting at 7am,  as well as checking out and checking in, guests were enquiring where the restaurant was, asking for directions to the bus-stop, change to pay the bus driver, requesting a taxi, best way to get to Sam Fenders concert or Pink concert, both of which were taking place in the nearby two towns. Then there were the traders who were fixing the gents toilets requesting an out of order sign printed along with a colleague enquiring what time and for how many the tour bus was arriving for the conference taking place that morning. And of course, there was endless phone ringing which I was trained to discreetly silence whilst I prioritised the guest in front of me. This meant another skill was involved. Prioritisation. I learned to prioritise guests first, then traders and then colleagues, which meant the colleague who requested some advertisement sheets to be laminated was way down my priorities.
 
I soon realised that problem-solving was another of front desk associate's skillset. In the same scenario I mentioned above, after the gents' toilets became available for guests again, it appeared that there was no hand-wash. My colleague decided she would have to go to the nearby Asda to buy hand-wash for immediate use.  She demonstrated that as a front desk associate, it is crucial to assess each problem, analyse potential solutions, and implement the most suitable course of action, reinforcing that effective problem-solving contributes to guest satisfaction, (Akgunduz, 2022). 

Another essential skill for front desk associates is proficiency in technology. This includes a comprehensive understanding of property management systems (PMS) for managing reservations and guest information, adeptness in using hotel-specific software and applications, familiarity with electronic key card systems, and the ability to troubleshoot basic technical issues.
 
During my specific work placement, it is important to note that I faced limitations in accessing the hotel's system, as dictated by Marriott's Business Conduct Guide (p.36). While this restriction prevented me from directly experiencing Marriott's advanced technology, I deeply appreciated and recognized the importance of such measures in upholding security and privacy standards. Despite lacking direct access, it was evident that Marriott is dedicated to leveraging technology to enhance guest experiences and empower employees. This commitment sets them apart in the industry, aligning with research by Marinova et al. (2017) that highlights Marriott's consistent effort to generate value for both customers and employees.
 
Notably, Marriott has developed a dedicated app that allows guests to collect loyalty points, use it as a room key, make requests, and order room service, among other functionalities. Additionally, their internal real-time system enables seamless communication between housekeepers and the front desk, ensuring efficient allocation of rooms based on updated statuses.
 
Overall, my work placement at Delt Marriott Newcastle provided a valuable opportunity to observe the practical application of industry theories. The importance of effective communication, problem-solving, multitasking, prioritising, organisation, and time management skills along with proficiency in IT, in the front desk role became evident, reinforcing the significance of these skills for successful operations within 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.

	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?


	Collaborate effectively with other hotel departments, such as housekeeping, maintenance, and F&B, to ensure seamless operations. Communicate guest requests or requirements to the respective departments promptly, ensuring a timely response and resolution. 







	Establish clear communication channels with other departments and colleagues. Regularly update and coordinate with housekeeping, maintenance, and other relevant departments to ensure seamless operations and address any potential issues or guest requests promptly.







	The plan emphasises the importance of effective communication and coordination with other departments. By establishing clear lines of communication and actively coordinating with housekeeping, maintenance, and other relevant departments, potential issues can be identified and resolved promptly. This ensures that operations run smoothly, and guest needs are addressed in a timely manner.

	Establish a culture of open communication and feedback among the front desk team. Encourage staff members to provide suggestions, share insights, and discuss any challenges they faced while fulfilling managerial responsibilities in the absence of the manager. This feedback can help identify areas for improvement and refine the contingency plan further.




	Efficiently handle check-in and check-out processes to ensure a smooth and efficient experience for guests. Verify reservations accurately, process necessary paperwork swiftly, and communicate any relevant information about the stay, such as amenities, room features, and hotel policies.

	Reviewing the daily operations checklist and standard operating procedures (SOPs). This will enable understanding of the tasks that need to be accomplished and ensure that nothing is overlooked.

	The plan highlights the importance of prioritising tasks and effective time management. By assessing the workload and allocating time accordingly, the plan ensures that essential tasks, such as guest check-ins, check-outs, and inquiries, are handled efficiently. This helps prevent delays, streamline operations, and create a positive impression of the hotel's efficiency.

	Develop comprehensive SOPs that outline the responsibilities and protocols for various managerial tasks. These SOPs should be regularly updated to reflect any changes in processes or policies. They should be easily accessible to all staff members and serve as a guide for handling different scenarios effectively.


	Greet guests with a warm smile, friendly demeanour, and a welcoming attitude. Provide a personalised and attentive experience, actively listening to their needs and inquiries. Provide information about hotel services and amenities and address any questions or concerns promptly and courteously.
	Keep guest satisfaction as the top priority throughout the shift. Actively listen to guest needs and concerns, empathise with their situations, and promptly resolve any issues or requests to ensure a positive experience. Continuously assess guest satisfaction levels and adjust accordingly.

	The plan places a strong emphasis on guest satisfaction and delivering exceptional customer service. By actively listening to guests, empathising with their concerns, and promptly addressing their needs, the plan ensures that guests have a positive experience. Satisfied guests are more likely to leave positive reviews, recommend the hotel to others, and become repeat customers, ultimately contributing to the hotel's success.

	Designate a capable front desk associate or supervisor to act as the temporary manager in the absence of the primary manager. This individual should have a good understanding of managerial responsibilities, decision-making authority, and the ability to handle various situations that may arise.

	Maintain a professional appearance by ensuring a neat and professional demeanour to convey a sense of professionalism and create a positive impression on guests. 

	Anticipate potential challenges and take proactive measures to prevent or resolve them. For example, if there is a known issue with a particular room, communicate with the maintenance team to address it before guest arrival. This proactive approach will help prevent disruptions to the guest experience.

	The plan encourages a proactive approach to anticipate and address potential challenges. By identifying and resolving issues before they impact guests, the plan helps minimise disruptions and ensures a seamless experience. Proactively communicating with maintenance for room issues.
	Implement a cross-training program among front desk staff to familiarise them with managerial duties and responsibilities. This includes understanding reservation systems, managing staff schedules, handling guest complaints, and other relevant tasks. Regular knowledge sharing sessions can help ensure that multiple individuals are equipped to handle managerial roles when needed.


	Maintain clear and open lines of communication with guests, ensuring they feel comfortable approaching the front desk with any requests or concerns. Actively listen to their feedback, provide appropriate solutions, and follow up to ensure their satisfaction.

	Assess the workload and prioritise tasks based on their urgency and importance. Utilise time management techniques to ensure that essential duties, such as guest check-ins, check-outs, and responding to inquiries, are handled efficiently while also allocating time for administrative tasks.

	Although the plan provides a structured approach, it also recognises the need for adaptability and flexibility. By continuously assessing the situation, adjusting priorities, and addressing emerging issues promptly, the plan allows for quick adaptation to changing circumstances. This flexibility ensures that operations can run smoothly, even in unexpected situations or during high-demand periods.

	Maintain an updated emergency contact list that includes contact information for relevant hotel personnel, vendors, and service providers. This list should be easily accessible to all staff members and clearly indicate who to contact in different situations. This ensures that appropriate actions can be taken promptly to address any issues that may arise during the manager's absence.



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)


	Property Management Systems (PMS) are integral to hotel operations as they provide a comprehensive platform for streamlining and automating various tasks and processes. This section explores some key elements of PMS.
Altexsoft (2019) describes PMS as a ‘software that facilitates a hotel’s reservation management and administrative tasks.’ These administrative tasks include, ‘front-desk operations, reservations, channel management, housekeeping, rate and occupancy management, and payment processing’.
Oracle (2023) write 'choosing the right hotel property management system is critical to the smooth running of your hotel operation.’ In alignment with this theory, Marriott hotels, known for their commitment to industry leadership, have partnered with Agilysys to fulfil this role, (Businesswire, 2022). 
A user-friendly PMS interface with integration to housekeeping and maintenance systems enables efficient front desk operations, including check-ins, check-outs, and guest services. Features like mobile check-in/check-out, room key integration, and automated guest communication enhance operational efficiency and guest satisfaction, (Marriott Newcastle, 2023). Additionally, a well-implemented PMS manages housekeeping and maintenance tasks, optimising workflow, increasing productivity, and ensuring timely completion, resulting in improved guest satisfaction (Bardi, 2010).
A robust and effective PMS combines comprehensive reporting and analytics capabilities, providing insightful reports on KPIs such as occupancy rates, revenue, and guest satisfaction. Its analytical tools support data-driven decision-making, trend identification, demand forecasting, and financial management (Agilisys, 2023). Additionally, the PMS includes a robust guest profile and CRM system, for targeted marketing campaigns, effective loyalty program management, and in-depth analysis of guest feedback. This strengthens guest relationships and encourages repeat visits (Moyeenudin et al, 2018). 2023).
In conclusion, a well-implemented Property Management System (PMS) is essential for efficient hotel operations and is a cornerstone for successful hotel management in the modern hospitality industry.


	
Element 2 – Hotel reputation


	
A hotel's reputation plays a pivotal role in attracting guests, driving revenue, and fostering loyalty. This section explores key elements in evaluating and building hotel reputations.
According to Schultz and Werner (2004), a company's reputation is based on stakeholder perceptions, emphasising proactive management to create positive perceptions and address negative ones. Comprehensive feedback mechanisms like surveys and comment cards gather valuable insights to enhance guest experiences (Kotler, 2006) because service quality shapes also hotel's reputation. Marriott hotels prioritise training staff to provide warm, attentive, and personalised service, reflecting their commitment to excellence (Foucar-szocki, 2004: Marriott 2023). Marriott also follows stringent standards in design, amenities, and service delivery, ensuring a consistent guest experience across all its properties.
In today's digital age, guests place significant emphasis on reviews shared on social media, which plays a significant role in the decision-making process (Vermeulen & Seegers, 2009). As a result, it is crucial for hotels to maintain continuous engagement with their customers through social media. Negative reviews can be just as important as positive reviews, if hoteliers monitor and respond to them in a professional and empathetic manner (Berezina et al., 2015). Harrison-Walker (2001) highlights that dissatisfied customers identify areas of the hotel's operations that requires improvement. 
Sustainability practices also shape hotel reputations. Marriott demonstrates commitment through initiatives like reducing environmental impact and engaging in community development (Olsen, 2014). The Brando, a luxury eco-resort, gained recognition for its sustainable practices, (The Brando, 2023).
In conclusion, building a strong hotel reputation requires attention to guest satisfaction, service quality, brand consistency, online reviews, and sustainability practices. These elements contribute to a positive reputation, attracting guests and driving success in this industry.


	
Element 3 - Communication 


	Effective communication is crucial in hotel operations, ensuring seamless guest experiences and overall success. This section explores key elements to consider when evaluating and implementing communication strategies.
‘Communication is at the heart of every business and a key success factor’ (Patafta and Milohnić, 2022). ‘The main role of communication in the hospitality industry is to promote inclusion, understanding and clarity’ (Petty, 2023).
Effective communication guest communication involves providing accurate and detailed information about amenities, services, and local attractions through various channels such as websites, mobile apps, and in-room materials. Integration of technology solutions like mobile apps and digital messaging platforms enhances guest communication, enabling quick responses to inquiries and empowering guests to provide feedback for continuous improvement, (Breidbach & Maglio, 2015).
Efficient internal communication is essential for effective hotel operations (Gounaris, 2009). Leaders and managers must empower colleagues to communicate effectively, fostering motivation, a sense of value, and alignment with the overall vision. Clear and streamlined communication channels among staff members ensure accurate and prompt information sharing, facilitating seamless coordination among departments and contributing to a cohesive guest experience. When communication breaks down, it can lead to strained relationships and reduced efficiency, creating a toxic atmosphere and increasing employee turnover, (Petty, 2023).
Maintaining guest trust and safety during crisis situations is critical. Hilton Hotels prioritize crisis communication protocols to handle emergencies such as natural disasters, security incidents, or health crises. Timely dissemination of accurate information to guests, staff, and relevant stakeholders ensures well-being and minimizes disruption, thereby mitigating potential reputational risks, (Coppolino, 2016; Maeorowitz, 2021)
In conclusion, prioritising effective communication ensures seamless guest experiences, enhances internal coordination, and contributes to overall success in the dynamic hospitality industry.


	
Element 4 - Staffing 


	Staffing is crucial in hotel operations as it directly impacts service quality, guest satisfaction, and overall success. This section explores key elements to consider when evaluating and managing staffing.
A robust recruitment and selection process forms the foundation for effective staffing. Keller and Richy (2006) write ‘it is important to emphasise that the corporate personality starts with the company's employees. Employers in the hospitality industry, are placing increasing importance on hiring employees who possess the ‘right’ attitude and appearance (Chan and Coleman, 2004; Nickson et al., 2005). It is crucial to hire employees who possess the desired attitude, appearance, and interpersonal skills that align with the company's values and customer service expectations. By attracting qualified candidates and ensuring a good fit, hotels can set the stage for a positive guest experience.
Employee training is critical for improving performance and encompasses programs that bring changes in knowledge, skills, attitudes, and behaviour (Ottenbacher and Gnoth, 2005). Budget hotel brand Premier Inn, has implemented an intensive online training program for new recruits, contributing to their reputation for exceptional service, (Premier Inn, 2023).
[bookmark: _Int_FcbGRFDY]Engaged and motivated staff members are more likely to deliver exceptional service, (Sturman, Corgel, Verma, 2012). Creating a positive work environment that values employee contributions, opinions, and recognises their dedication is crucial.  Marriott Newcastle, recently hosted their annual ‘staff appreciation week.’ This initiative exemplifies Marriotts commitment to recognising and appreciating hard work and dedication from their staff. (Marriott Newcastle Internal, 2023).
Hotels face fluctuating demands, requiring flexibility in staffing. Cross-training staff in multiple departments, flexible schedules, and maintaining a talent pool address unexpected needs and optimise service levels.
In conclusion, staffing significantly influences hotel operations. By focusing on these strategies hoteliers can build a skilled and dedicated workforce consistently delivering exceptional guest experiences.
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