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Hotel Administration and front office operation
Component One: What are the key skills required to work the Hotel front desk?
   
As I started this course one year ago, I was passionate about that after finishing this course I will learn something new and can apply in my future career on Hotel Management industries on the hotel administration and hotel front office sector. When I first started studying this topic my course instructor taught me very practically, my main motivation was to be a successful front officer in hotel who gave clients excellent service and it’s a most vital role in entire hotel management. Now I almost finishing this course and I have learned some idea about hotel front desk required key skills. 
The hotel industry demands excellent customer service to ensure guests have a memorable stay (Doyle, 2020) also added front desk representatives are the first point of contact with guests, and they must have the necessary skills to represent the hotel effectively. Some of the key skills required to work on the hotel front desk include:
Communication skills: As a front desk officer, I need to communicate with a diverse group of people in hotel every day, like from guests to management and colleagues (Burton-Hughes, 2018). I should be able to effectively communicate those guests in a friendly, polite, and professional manner.
Example: If a guest arrives at the hotel and asks about the room rates and amenities. The front desk staff should be able to communicate the details clearly and concisely. So that the guest can understand and stay at the hotel
Customer service skills: Providing excellent customer service is a crucial aspect of working in a hotel front desk, officer need to be friendly, empathetic, and able to handle difficult situations with delicacy and gratitude (Burton-Hughes, 2018).                                                                                             
Example: A guest complains about the room temperature is not stable and the remote is not working. The front desk staff should be able to quickly address the issue by sending maintenance to fix the air conditioning and provide the guest with a complimentary beverage or snack (Solomon, 2016).
Organizational skills: Front desk officer must be highly organized and able to multitask effectively (Bardi & Wiley, 2010) also cited they must be able to manage multiple guest requests at the same time, keep track of room availability, answering calls, Credit card and client’s information verifications and ensure that check-in and check-out, night audit, managing the clerk so that procedures run smoothly
Example: A front desk officer member is checking in a guest while also answering the phone and assisting another guest with their luggage.
Computer literacy: Front desk officer should be proficient in using hotel software, reservation systems, applications, email, Microsoft Office and other technologies to perform their duties efficiently (Doyle, 2020).
Example: A front desk officer member needs to use the hotel's reservation system to check room availability, make room assignments, and process payments.
Problem-solving skills: Guests may approach you with a variety of issues, from booking problems to lost items or complaints and  (Burton-Hughes, 2018) cited that front officer need to be able to think on their feet to identify the problem, make a plan of action and solve problems quickly and efficiently.
Example: A front desk officer can deal with issues like clients food allergies, broken key cards, inaccurate hotel costs, no internet, and unforeseen situations. 
Attention to detail: You will be responsible for ensuring accuracy in tasks such as billing, room reservations, and room assignments it will avoid errors and ensure clients satisfaction (Corgel, 2011).
Example: A front desk officer member is checking in a guest and needs to ensure that the guest's room is clean, amenities are stocked, ask clients about the like or dislike quickly and everything is in working order (Roelings, 2023).

This skill is important because it will increase guest Satisfaction and the hotel reputation to the guest. The front desk officer plays a key role in generating revenue for the hotel, by upselling amenities and services, promoting package deals, and providing special offers, front desk officer can help to increase the hotel's revenue (Ivanov, 2014). When guests feel valued and appreciated by the front desk officer’s service that can lead to customer loyalty which is needed for the hotel and they are more likely to return to the hotel and recommend it to others clients (Corgel, 2011). In case of emergencies or unexpected situations, a front desk staff need to be skilled at managing difficult situations fixing problems quickly and efficiently (Tesone, 2012). 
Lucknam Park Hotel & Spa AA 5 Red Star hotel (Short, 2022) posted hotel front desk officer job offer on website (Receptionist - Chippenham, Wiltshire Job with Lucknam Park Hotel & Spa | 3475347, n.d.) where they want a additional skills such as organization skills, Problem-solving skills, Communication skills, Customer service skills, Smart appearance, and fluency in multiple languages to better serve international guests, the passion and drive to deliver a consistently excellent level of guest service, Initiative and the ability to remain calm under pressure Passion for hospitality. 
In summary, the hotel front desk skill is essential in the hospitality industry as it plays a key role in providing excellent customer service, building a positive reputation, bonding relation with client and hotel, generating revenue, loyalty and managing crises effectively. 







References: 
Bardi, J. A., & Wiley, J. (2010). HOTEL FRONT OFFICE MANAGEMENT FIFTH EDITION.
Burton-Hughes, L. (2018, September 19). Top 8 Skills for a Successful Career in Hospitality | Tips & Advice. https://www.highspeedtraining.co.uk/hub/top-hospitality-skills/
Corgel, J. B. (2011). The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice by Jack B. Corgel | Goodreads. https://www.goodreads.com/en/book/show/11308294
Doyle, A. (2020). Important Hotel Front Desk/Guest Services Job Skills. https://www.liveabout.com/hotel-front-desk-guest-services-skills-list-2062408
Ivanov, S. (2014). Hotel revenue management : from theory to practice.
Receptionist - Chippenham, Wiltshire job with Lucknam Park Hotel & Spa | 3475347. (n.d.). Retrieved February 20, 2023, from https://www.leisurejobs.com/job/3475347/receptionist-chippenham-wiltshire/
Roelings, H. (2023, February 13). Welcome to HYB 2023! | By Henri Roelings. https://www.hospitalitynet.org/article/122000245.html
Short, R. (2022, December 13). Best Hotels in U.K.: 2022 Readers’ Choice Awards | Condé Nast Traveler. https://www.cntraveler.com/gallery/readers-choice-awards-best-hotels-in-the-uk
Solomon, M. (2016). The Heart of Hospitality: Great Hotel and Restaurant Leaders Share Their Secrets - Micah Solomon. https://books.google.com.bd/books?hl=en&lr=&id=2LRSDwAAQBAJ&oi=fnd&pg=PT10&dq=Solomon,+M.+(2018)+The+Heart+of+Hospitality&ots=SK9zTILcoX&sig=Notj3NQ4_XgzjRNTyhpEiIv_gIo&redir_esc=y#v=onepage&q&f=false
Tesone, D. (2012). Principles of management for the hospitality industry. Principles of Management for the Hospitality Industry, 1–405. https://doi.org/10.4324/9780080963075
 















Component 2 (25%) – Practical Task - Scenario
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?
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Figure 1. This organization chart lists positions found in a front office (Bardi & Wiley, 2010)
	1. As a front desk associate on my first day and without a manager, I will take some steps to ensure that the hotel is represented well to guests: 

	Attaining the hotel my first hour job will be, if the hotel offers meals to the guests then I have to make sure that those are on point. If anything is getting finished I will refill it, if the hotel doesn’t have any meals then I have to make sure there is coffee and snacks for the guests. Then I have to make sure that the numbers of rooms are available and cleaned for the guest. If there is any issues with the guests they don’t have wait for anything. As a front desk associate I will ensure that the front desk area is clean, organized and welcoming for guests. I will make sure that all necessary supplies are stocked, including keycards, paper, pens, and information brochures.

	The carrier boy on point to deliver luggage in room. If any guests arrive I will welcome them with smile and discuss with them about their days and what kind of offer we are offering right now the facilities (Dr. Ambedkar, 2020). I will thank them and say some beautiful words and show respect so that the guest feel honor and take a good vibe with them. 

	

	2. As a front desk associate on my first day and without a manager, I would take the following actions to ensure the hotel run smoothly throughout my shift:        

	My shift will run flawlessly if the previous shifts didn’t make any mistakes and the housekeepers are doing their job smoothly. If my previous shift goes smoothly then my operations will run smoothly throughout my shift as well - I will greet every guest with a smile and friendly attitude, and address them by their name whenever possible. I will listen attentively to their quarries, requests and inquiries and provide them with accurate information about the hotel's amenities, services, and local attractions (de Carvalho et al., 2016). I will ensure that all check-in and check-out processes run perfectly and efficiently, including verifying reservations, processing payments, verify the clients information more carefully and assigning rooms.  I will be proactive in identifying and resolving any issues or complaints that guests may have arisen during staying, taking the necessary steps to ensure their satisfaction and loyalty (Morch, 2022). I will keep a record of any guest feedback and also note what I did in my whole shift and I will update to manager though online and gave a soft copy of my note to my next shift associate so that he can know my doings and plan his shift accordingly. I also report to my manager when he will return from his illness. 

	

	

	3. As a front desk associate I would consider this plan to be effective because it focuses on the most critical and important areas of front desk operations and also including guest satisfaction, check-in/out processes, complaint resolution and others quarries from the guests. In additionally, this plan ensuring that the front desk area is clean and organized, welcome drinks or meals, the rooms are clean and ready, room service stuffs always on duty and these are always available for the guests, the guest will feel more comfortable, confident and honored in the hotel's ability to provide quality service.

	

	4. To ensure quick resolution of this scenario in the future, I will recommend the following contingency plan:

	If we have a good team and everyone in the team knows their duties properly than whatever comes to us we can overcome it easily. My plans will be effective only when all of my team mates are on the same page. Considering this is the first day of my work first I need to meet all the employees for creating a better bond with them. Need to talk with the other employees and make sure tell them if any problem happens just to let me know as soon as possible so that we can cover for each other in the event of an unexpected absence (Lacalle, 2021). Establish a communication plan that ensures all staff members are notified immediately in the event of a manager's absence, and that the most senior staff member takes responsibility for overseeing operations (Lacalle, 2021). Conduct regular training and performance evaluations to ensure that all staff members are up-to-date with the latest policies and procedures and are providing the highest level of service to guests (Front Office Management i, 2022). Having a better team is the main key point of the contingency plan (Lacalle, 2021). 
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Describe the key elements that are required when considering these four elements of hotel operations:
Element 1 – Property Management Systems (PMS)
Element 2 – Hotel reputation
Element 3 - Communication 
Element 4 – Staffing

When considering the four elements of hotel operations - Property Management Systems (PMS), Hotel Reputation, Communication, and Staffing - the following key elements are required:

Property Management Systems (PMS):
The front office manager must train employee in the property management system (PMS), a hotel computer system that connects the hardware and software used in hotel room reservation or booking and registration records, point-of-sale systems, financial accounting, and other office software, requires that the front office manager train staff on its technical features (Bardi & Wiley, 2010). 
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Figure: 1: PMS in hospitality technology in hotel (Thornton, 2018).
The PMS is the foundation of hotel operations and integrates with many other important systems, including channel management, bookings, and hardware like telephone and key rooms (Thornton, 2018). Using this PMS hotel will be benefited by Easy hotel check-in/check-out, mobile housekeeping, integrated hotel back-office systems, effective hotel distribution and guest data.     
Could base PMS solution, you may interface with a channel manager to push your pricing and availability to all connected channels and drive more direct bookings by allowing real-time reservations on your website or Facebook page. A booking is automatically updated on the PMS when it is made on a channel. Certain cloud-based PMSs can assist with revenue management by forecasting demand for your property, assessing how lucrative your hotel is, and taking into account your hotel's reputation when recommending how to price your rooms.
Hotel size the most important factor in determining whether hotel management software is employed. (Huynh, 2020) cited PMS will be significantly less common at hotels with fewer than 20 rooms, and these establishments may choose to manage their reservations manually using spreadsheets or pen and paper. In comparison, penetration at larger hotels (those with more than 100 rooms) will be close to 100%. At the 3 star and higher levels, PMS penetration is higher. The range of amenities that 4 and 5 star hotels are more likely to provide (restaurant, spa, and conference) also increases their requirement for management software and the efficiency advantages that technology may provide (Thornton, 2018). user-friendly interface that enables staff to easily navigate and use the PMS software. 

Hotel Reputation: Providing quality service and amenities to guests that exceed their expectations. Maintaining a high level of cleanliness and maintenance throughout the hotel, including guest rooms, common areas, and facilities. Responding quickly and appropriately to guest complaints and concerns to prevent negative feedback, soliciting and responding to guest feedback through reviews and surveys to improve the overall guest experience (Boley, 2020). Hotel reputation involves keeping an eye on and influencing how hotel establishment is viewed online and offline both area and the idea originated in the field of public relations but switched its emphasis to recently developed review sites, social media platforms, and search engines (Lacalle, 2021). The hotel sector is more susceptible than almost any other to reputation management's effects. According to (Goswami, 2021) a study found that 49% of clients require a hotel to have at least a four-star rating. A hotel's revenue might be harmed by only one negative feedback or review. 
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Figure 2. Improve My Property’s Reputation Hotel Reputation Management Important, 2021)
To ensure hotel's reputation management, Hotel management need to know some tips on how hotels can boost or optimize their performance (Boley, 2020). Here is some effective tips that will assist them to maintain their hotel's reputation management strategy. 
1. Increase Social Media Activities and Stay Active on Social Platforms
2. Enhance Real-Time Engagement with Audience
3. Optimize Website and Make It SEO-Friendly
4. Ensure a Continuous Response to Both Positive & Negative Reviews
5. Increase Digital Marketing Activities, Content Marketing, Email Marketing, Digital Advertising
6. Collect clients Feedback (online and offline)
Example of How Can hotel Respond to Positive and Negative Reviews
Suppose “XZ” hotel received positive and negative reviews in their website and social media page the reply should be very gentle and respectful so that the other guest seeing the response then can understand the situation.
These days, clients have research to a wealth of information. If hotel maintain their hotel reputation to the clients it will beneficial for hotel itself and will enhance hotel brand value, increase visibility, increased repeated guest, boost Hotel Revenue and build Credibility (Qoura & Sayed Khalifa, 2013). 

Communication:
[image: Interdepartmental Communication]The front office department is in charge of coordinating communications with all other hotel departments and with other divisions within the department. The front office staff members need to communicate with their peers as well as the colleagues and subordinates in order to properly complete the front office and back office tasks. To deliver the finest possible guest services, such as making reservations, registering guests, managing guest accounts, handling guest mail, and providing individualized guest services, the front office staff collaborates with one another within the department (Grossmann, 2022).  

Figure:3: Communication with Human Resource Communication with Accounts Communication with Food and Beverage Department, Communication with Marketing and Sales Department Communication with Housekeeping Communication with Banqueting Switchboard Operators (Hotel Management and Hospitality Education Resource: Role of the Front Office in Interdepartmental Communications, n.d.)
Communicating in hotels always greet clients with a friendly face. Always walk and stand straight to convey confidence. Learn as much as you can about your portfolio. This keeps you out of awkward situations where you have to respond to the guests. Use clear, proper language. Use language that is universally understood. Need to talk with coworker when a guest is present, use a common language of communication. Always give the s (Johnston et al., 2012)eaker full attention while you listen. Instead of reacting, communicate to understand. If the guest requests too many details, repeat them for confirmation (Front Office Management - Communication, n.d.). If you didn't hear any of the points the visitor or coworker was making, respectfully inquire.
Responding promptly to guest inquiries, concerns, or complaints to ensure guest satisfaction and avoid negative feedback. Providing training and resources to staff to improve communication skills and ensure consistency in communication across the hotel. 

Staffing: 
Hiring qualified and experienced staff members who are capable of delivering quality service to guests. Providing ongoing training and development opportunities to ensure staff members have the skills and knowledge necessary to perform their jobs effectively (Hasanah, 2022). Ensuring that there is adequate staffing to meet the needs of guests, including during peak times and special events. Providing a positive and supportive work environment to encourage staff retention and prevent burnout.         
The value of staffing, With the exception of human resources, who are users of resources, staffing is necessary to offer effective individuals of the company who contribute their abilities to the efficient use of money, information, and technology. Yet, when all organizational resources are deployed effectively to meet objectives, the staffing role is finished. Globalization and rapid technological progress, the complexity of business operations, the scale of the business the increased and competitiveness among entrepreneurs all necessitate the need for qualified labor (Hasanah, 2022).       
Managing efficient personnel, planning the workforce, hiring the best candidates, and placing them in the ideal positions is under the category of staffing. Use of Physical Resources It aids in the efficient use of all other material resources, such as cash, materials, equipment, etc (Staffing: Definition, Objectives, Importance, Process (Explained), n.d.). An increase in productivity is achieved through maximizing the use of both physical and human resources. Goal-focused thinking, It entails the selection of the ideal candidate for the ideal position at the ideal time. Assists in problem solving, it aids in resolving the organization's issues with human resources. (Ebighgbo, n.d.) citied satisfaction at work, when a person is working in the correct position, the workplace environment improves. Self-improvement of employees, Staffing offers employees facilities and chances for their own growth on job.
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