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Component One:
What are the key skills required to work at the hotel's front desk?
	
	

	
	Student No:
	2011100
	

	
	
Module Title:
	Hotel Administration and Front Office Operations
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Lola Villard
	

	
	
	
	



	During weeks 1, 2 and 3  I worked at the reception where I had to make calls, answer emails and perform many other administrative jobs. I was assigned a clerical job where I had to ensure that efficiency is maintained and that the desks and important documents where the information of the customers are recorded is organised. It helped me to pull out information easily and get the job done accordingly. Most of the time I had to attend the reception early in the morning during the early arrival of the customers and sometimes I had to work in the evening which disturbed my work life and personal life, however, it helped me to gain good experience. I have now become able to work fluently at different shifts without any hesitation, but it also somehow put stress on me because I also had to manage my personal life which was almost erased due to irregular shifts. Safety was the concerning factor while working at the reception because I had to sometimes work alone in the office which made me fearful and returning home late was a serious issue. My health was also disturbed because before working at the reception I had to have 8 hours of sleep but during the work hours my sleep cycle was completely disturbed which cause severe problems to my health as I started facing sluggishness and inactivity which did not allow me to use my body with much effort to work on the job.
During weeks 4,5 and 6 I worked in conferences and banqueting and during my work, the hotel in which I worked, Delta hotels by Mariott Swindon, had some refugees from Afghanistan who stayed at the hotel during that particular period. As a member of the conference and banquet, I was assigned tasks of serving drinks and food and cleaning the tables when they finished eating. I also had to refill lunch and dinner for the refugees to ensure that they are getting adequate services during the uncertainties. I was very much delighted to work and serve the refugees during their time of need. I got to talk about the people's sufferings and their needs which helped me gain so much knowledge about the people of Afghanistan. However, looking after the refugees was a difficult job as I had to prepare for everything right from serving food to looking out for them for a place of shelter in the hotel so that they feel safe and sound. I was also assigned help the events and prepare and serve the guests, responding to their needs and questions on time and fulfilling their complaints and requests. I have always been good at communicating which proved to be a great advantage and because of this, I was able to provide the best customer service to the customers at the hotel.
During weeks 7, 8 , 9 and 10 I continued  into the conference and banqueting as I really enjoyed working there. I had to work directly with the customer which means that I was in direct touch with the customers to serve them. I also managed the entire inventory and cleaned the supplies of the canteen. I even served food to the customers and took orders from them to serve them the best food as per their demand. This was a great experience for me because I have always wanted this job and working directly with customers is of great advantage because I understood what the customers desire and how they want to be treated. This experience will be very beneficial for me in the future. It is also a difficult job because sometimes there were customers who used to behave rudely and yet I had to act supportive and cordial with them because of my job position and through which I learned how to handle different customers having different perspectives. This job has given me many future experiences which I can use to provide great customer service and which I can apply in  personal life to deal with different people. As a waiter, one has to communicate well with the customers and ensure that the customers are feeling at home which I was able to perform my job effectively.
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Component Two:
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 a quick resolution of this scenario in the future?


	I will communicate with the management to provide Post-booking communications to the guests as this will allow the hotel to maintain and make prior relationships before their arrival.


	I will first make the routine of each team and mention their shift timing so that every hour there are few workers present to help the guests with things they need. 
	My plan will be most effective because each team member will understand what they need to perform and at what time they need to be present to help the guests. 
	In the future, if such problems arise I will take notes of the things and roles that the manager performs and get abide by the rules and policies accordingly.  

	I will check the wifi services that are provided by the hotel to guests so that the customers are not getting any issues using the system and the flow of the internet is appropriate. 

	I will ensure that the person assigned to control and manage the technological systems is checking the systems regularly and ensuring that each guest is getting the advantage of the wifi services properly. 
	Checking the technologies used in the hotel will ensure that each system is operating well and in times of any technical issues, I can hire a professional to mitigate the problem. 
	I will ensure that the team member knows what they have to perform and that they are assigned beforehand the tasks they need to undertake. 

	If any customers have booked again in the hotel, I will make the customers feel happy by rewarding them and providing them discount coupons if they visit the hotel again in future. 


	I will also periodically ask the guests about their experience and if they are facing any issues so that they feel that the hotel care about them.
	Keeping in touch with the customers will make them feel valued and it will also allow the hotel to have proper feedback from the customers in terms of what needs to be changed and what is going well. 
	I will back up the website data regarding the hotels assigned to the guests.

	I will make sure that each of the guests is being greeted cordially and that their requests are being fulfilled by the workers on the time. 


	I will also check with the employees if they are feeling good about the arrangements made according to my plans so that they work motivated and provide quality services to the guests without any hesitation. 
	The first impression is the only thing that the guest will remember so greeting them well and asking about their needs will put a positive impact on the minds of the guests. This will help to build a cordial relationship with the guests as well. 
	I will plan to ensure that all the things are considered. 

	I will make sure that each room is cleaned before the new guests enter the room and after the guests leave the room so that the hotel does not have to face issues with hygiene. 


	The room will be maintained well by making the workers or staff clean the room and changing the bedsheets so that the guests can use the clean stuff and make the room feel their own so that they comfortably spend their time in the hotel. 
	Hygiene is the first thing that guests look out for in hotels because they want to be safe and fresh when they visit the hotel. So ensuring that the hotel rooms are clean will help to create a good image in the minds of the customers. 
	I will also take the booking as per the availability of rooms and staff so that chaos is maintained. 



Component Three:
	
Element 1 – Property Management Systems (PMS)


	A property management system is a software application which is used in hospitality operations for commercial residential and accommodations rental properties (Jilte et al., 2021). It is a centralised system of computers which is used to schedule, organise and perform the day-to-day transactions and functions involved in the business of accommodations. The property management system is one of the most useful software applications as it helps to increase the overall efficiency of the industry of hospitality as with the usage of the software it becomes easy to update and consult centralised records from multiple devices. Some of the most important functions that can be operated with the help of Property management systems or PMS include check-in and check-out, integration of telephone system, event planning, security and room locks, hotel inventory supply management and so on (Jilte et al., 2019). PMS is used mainly to manage numerous properties and to keep track of supplies and materials as well as employee-owned property and equipment. The PMS functions include payment processing, rate and occupancy management, operations of the front desk and management of the channel. In hotels, the PMS is very essential as it helps the hotels or group manage and control the capability of the front office. While considering the PMS on hotel operations, the management needs to change the single or multiple properties with relation to the billing, cost planning and management of expenses (Bardi, 2021). The key elements of the PMS include processes, data, organisation and tools which are needed to be managed properly to effectively manage the system.

	
Element 2 – Hotel Reputation


	Hotel reputation refers to the influencing and monitoring of how the hotel is perceived by customers on online platforms. It includes tracking the hotel review sites and optimising the research site and thereby posting an engagement with customers online to enhance relationships (Anagnostopoulou et al., 2019). A hotel's reputation is very important as it will have a direct impact on the long-term and medium occupancy and levels of revenue of the company. Using the technologies can help the hotels to leverage online analytics to ensure the growth of the business, this will help the hotels to stay ahead of the competition and get regular insights into what the customers want and what are the latest trends among the customers. Reputations of the hotel increase or decrease depending on the actions they perform as the actions of the workers or management of the hotel directly reflect on the people around them and the way they treat them during their visit. Thus the key element while considering the hotel's reputation during hotel operations is checking the actions that they perform and the way they treat their guests during their stay (Lai, 2019). The way they will be treated, they will review the hotel's performance in such a manner.  

	
Element 3 - Communication 


	Communication is defined as the process of exchanging information between two or more persons through the system of behaviour, symbols and/or signs. It is defined as the simple act of communicating information from one person to another which holds meaning (Cammerer et al., 2020). It is the transmission of information through which people understand the opinions or views of other persons. Communication is very important in the daily lives of an individual as it is the only way through which people can communicate their feelings. Without communication, no work can be further initiated and completed. Communication is mainly of two types such as written communication in which people communicate about their feelings, or share information by writing things on paper or through the help of mobile devices where they can send messages through various applications (Odin, 2021). This is very helpful for those people who find it difficult to communicate fluently while speaking, so they can easily use the written communication method and communicate the information without hesitation. On the other hand, the other type of communication is called oral communication where people do not write and communicate but meet face-to-face and talk to one another. Today in the modern era, the usage of mobile devices has increased through which people can communicate orally even from long distances by calling one another with various options such as audio and video (Kodheli et al., 2020). Oral communication proves to be more effective than written communication because people can communicate quickly without delay but it takes longer to reach the message through the written method. While communicating one to be clear, precise and confident so that the other person can understand well and reply to the message accordingly. 

	
Element 4 - Staffing 


	Staffing is defined as the regular process of selecting, finding, developing and evaluating a working relationship with the future as well as the current employees (Griffiths et al., 2021). It is done at various levels of the process of staffing and within the company or by contractors. Some of the activities involved in the process of staffing include selecting the employees, evaluating the performances of employees, training and development, establishing standards of performance, profiling the job roles and so on. It is a very important process because a lack of competent staff can ruin the performance of the company and other management tasks of the company such as organising, directing, controlling and planning. It is the process that helps to identify the competent staff or suitable candidates for the job positions and pace people according to their skills and knowledge which is required in performing the particular job position or job roles. 
Staffing is defined as the process of keeping and filling various roles in an organisation which means recruiting the suitable or right person at the right place in order to increase the organisation’s efficiency (Gorges and Konetzka, 2020). Staffing helps the company to hire such employees who can understand the goal set by the organisation and work accordingly as a team with cooperation. The key element considering the staffing on hotel operations is that one needs to determine the goals and identify several factors that can impact personnel availability. Further determining the functional needs of the organisation is very important to conduct an analysis of the gap in getting the right candidate and creating the plan. 
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