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Hotel operators have many departments. The front desk is one of the most important department. Indeed The front office operations are the major ones in hotel management. Front desk team undertake all clerical and receptionist activities from booking stage to the arrival stay and departure of guests. They are the interface between the hotel and its guests, indeed they represent the hotel brand, they are part of the first impression customer make (Miller, 2021) . Their mission is to ensure that the guest service is well achieved. 
What are key skills required for front office team to be able to handle guest in a great way? In this journal, answers will be provided for the question above. 
First of all is important to point out the different roles of front office desk. Those roles include : reservation agent, concierge, guest experience officer, bellboy…
What skills or qualities are needed to do those roles? 
The front desk team responsibility is to do everything possible to satisfy the guest. This means taking booking, welcoming guest, answering guest query, escorting guest and so many activities including arranging the guest stay. Guest satisfaction is a key goal in hospitality industry ( Ali, 2021). How can hotel operators satisfied their guests? Although this question could lead to many answers, it is interesting to highlight the answer towards the angle of front office team duties. For example The Savoy concierge team organise ‘chauffeured services’ in order to satisfy their guests ( the Savoy concierge service). Indeed these services consist in organising the stay of the guest by picking them from airport, the purpose is to offer an extraordinary guest experience. The Savoy concierge is characterised by its reactivity in making the guest stay pleasant. 
Furthermore is relevant to note that service consists in customer relationship ( Tesone, 2015), this means the interaction between the staff and the guests. So the staff work and is willing to identify and satisfy the guests needs. Such endeavour is perceived as quality customer service. Quality customer service is a step to customer satisfaction (Ali & al.2021). indeed customers expressed their satisfaction whenever they appreciate the quality of the service.
In addition of rendering a quality customer service, front office team should be able to multitasked and have many skills (Bardi, 2011) such as : communication skill, data processing skill, interpersonal skill, customer service skill, problem solving skill, scheduling skill, active listening skill. Indeed for a smooth relationship with the customer, front desk team need to communicate in the guest feels understood. Ability to communicate efficiently helps in solving problem and delivering a quality customer service.
For example Marriott international has a specific website where job offers can be found. Looking at the position of front desk agent, it appears that all the skills mentioned above are required when applying for such position. “ Marriott is advancing the art of hosting so that our guests can travel brilliantly. As a host with Marriott Hotels, you will help keep this promise by delivering premium choices, sophisticated style, and well-crafted details.” ( Marriott careers). This quote is from one of Marriott front desk agent job description. In this case the front desk agent is invited to build and maintain a high standard of Marriott hotel. The goal being that Marriot establishment deliver premium quality of guest experience and a great quality service. The reason is that their staff are trained and complied with the strategy of the hotel to amaze guests.
Therefore it is important to note that skill shortage can damage the hotel reputation. To avoid some inconvenience employers need to keep training their staff (Ricci, 2008) to modern tools and new trends. Workers have to focus on improving their skills or learning new skills to remain efficient at the tasks assigned to them. Being front desk statf it is daily experience building through the interaction with guests, it is continuous self-development process to be able to satisfy customer needs.
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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 


	Inform the team concerning the situation.
Do a strategic planning : planning begins with a vision, mission and goals.
Plan the activity of the front desk as it used to be.

	Call for a short meeting to specify the task of every member of the team;
	Encourage every member of the team to achieve their best
	Have a guideline  on how to handle staff shortage : train the team to adjusting on emergency situation.

	Assess and redistribute workload 


	Schedule the activity to avoid stress and misunderstanding.

	Setting goals to define outcomes.

	Have an a on call staff in case of staff shortage

	Figure out step by step the tasks of every one of the team


	Control the reactivity of the team
	Monitor the progress of the team
	Create a team for emergency situation.
Choose 2 or 3 members of the staff and train them to fit in time of need

	Remind the team the goal : satisfy our guests


	Evaluate the teamwork
	Motivate and appreciate the staff. Compensate their effort

	Establish new rules of work to avoid disturbance in case of staff shortage



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 system management (PMS) is the command center for hotel operations (Starkov, 2021). Most of hotels use a software that manages all aspects of hotel business operations such as booking, checking occupancy, billing... with this software many hotel operations are taken into account. This contributes to enhancing efficiency. PMS helps in improving business efficiency, most hotels use PMS for the business purpose. PMS is a customer oriented tool. Through PMS the data of guests are collected and used in order to provide personalised services. This contributes not only to increasing productivity and be reactive to competition but measures success, occupancy, customer loyalty. With the expansion of digitalization there are cloud PMS, this type of PMS helps in securing the data. PMS sometimes have limits.



	
Element 2 – Hotel reputation


	Hotel reputation is the image perceived by customers. Hotel reputation is linked to the image of the brand. This means the value given to the brand. Luxurious hotel focus on branding in order to keep their reputation high estimated. How can hotel manage their reputation? Hotel reputation can be affected by reviews, bad reviews can damage the reputation. So reviews management contributes to maintaining good reputation. Also strategies put in place to retain guests impacts positively hotel reputation. The case study of the Ritz Carlton who joins the Marriott Bonvoy, which is a royalty program in order to gain guest’s attention and build up their branding in the luxurious sphere.
Nowadays with the development of social media, the hotel reputation is evaluated online, so digital management of reviews are required. Social media is the place to present the hotel brand (Boley, 2020). So it is very important for hotel operators to be proactive online and engage with the previous or the potential guests. Indeed customers reviews impact loyalty building. For example customer loyalty is part of the main strategy for Marriott International, the establishment develops Marriot Bonvoy, Hilton on the other hand create ‘Hilton Honors’ ( Hilton), it is a loyalty program in order to keep guest returning back to their premises. What make guests keep coming back? The major element is the satisfaction of their needs. When hotels deliver great customer service the guest is retained (O’Connor & Assaker, 2022). Guest satisfaction is the key strategy of hospitality industry ( Walker, 2017). So the hotel operators works to elevate guest experience (Berners and Martin, 2022). and instil more loyalty. Guests are loyal to hotel with good reputation, they focus on the first impression (Miller, 2021) they have regarding the hotel image. That is why hotel operators have to develop and maintain great communication skills to create strong bond a with guests.



	
Element 3 - Communication 


	The hospitality industry is very competitive sector, hotel operators use various tool of communication to advertise theirs services, loyalty program and special offers. The websites of hotels are firstly where they interact with customers, indeed the websites are the platforms where all the services and amenities are displayed. From booking a room to order food and beverage services. In addition interaction with guests, with personalised service contribute on building customer loyalty. The ultimate element is to deliver a superior service to guest (Solomon,2018). Indeed Salomon (2018) talks about the “BUBL method” : this method consist in Begin interaction Un-code the guest guest’s expectation, Break the schedule to allow interactions with guests and Leave room for additional interaction. The BUBL method relies on the quality of interactions between staff and guests. This can be possible if customer is placed in the center of the business. Furthermore communication is extremely important in hospitality industry, either verbal or non-verbal communication. For example the team of front desk are required to have communication skills when engaging with guests. It is important to point out that hotel branding development is known trough communication. Also communication helps in resolving conflicts. Communication is sacred skill in hospitality industry. It helps with customer service and facilitates the team work.



	
Element 4 - Staffing 


	The workforce of hospitality industry plays a major role in the success and the growth of the establishment. The labour in this field is intense, hotel operates 24/ 7 so there is a need for staff for the multiple activities. In addition every department of the hotel needs skilled staff to operate the services. Indeed the staff are the representatives of the brand, they are expected to be engaging with the guests to deliver a great customer experience. In most hotel staff are in uniform to keep grooming the hotel brand image.
It is important to recruit qualified applicants and retain them, because staff turnover is a risk to hotel growth. What could be the cause of turnover, most of the time it is a consequence of employee disengagement. One of the steps to engage employees is to create an environment of work which stimulates employee satisfaction, this means make the staff happy at work and celebrate them when the goals are achieved ( Walker, 2017). So teambuilding is a core strategy in hospitality companies. Hotel operations management requires the implication of all departments. From front desk team to housekeeping team and administrative team, they are all linked to ensure a great guest experience. Also organising the activity of the team (Corgel, Sturman and Verma, 2011) is necessary to deliver quality service (Ali & al, 2021). it is important to keep training them in order to bring out their best.
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