
	
[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:
	2125248
Marius Ionut Hurmuzache
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Ffion Cumberpatch
	

	
	
	
	

	
Communication skills

As stated by Bardi (2010), communication skills are important for a person to enhance their skills and knowledge in the corresponding field. It has been observed that effective communication skills are important in order to permit others to understand information more accurately as well as quickly. In the hotel front desk job, communication skill is playing an important role. It is also observed that communication skills ensure transparency in a proper way. A proper communication skill is building effective teams in the hotel company (Masa'deh, et al., 2019, p. 257). I was an ex-employee of Hilton hotel and have some knowledge in the hotel's front desk work. I have observed that an effective communication skill is helping me in the hotel’s front desk work. As a hotel’s front desk worker I communicate with our guests as well as tell them which facilities they can get in our hotel. Effective communication skills are important in my hotel because communication skills could help to make rapport with guests, resolve some conflicts as well as make a positive total guest experience. Good communication skills of mine increased the guest experiences because it shows that I am listening to my guests as well as valuing their feedback in a systematic way. In my previous work place I had kept communicating with guests on a regular basis. It is also needed in order to be accessible to all clients in a hotel (Corgel et al., 2011). I have also found that lots of guests were coming to Hilton hotel and their mother tongue is not similar and in this aspect effective communication skills helped me to interact with them and convinced them properly.  
People Skills
Study has shown that people skills are significant as if the people within a company struggle in order to explain themselves in a proper way (Hammer, 2016). It has been observed that being able to assess people better helps people to deal with people properly. Good people skills are helping to increase the productivity as well as efficiency of staff members of the hospitality industry because staff members of the hospitality industry are motivated in a proper way through effective people skills (Solomon, 2018). Researchers have said that people skills are the ability to work with or talk with other persons in a proper way. I have observed that good people skills help me to make good bonding with my colleagues as well as with my guests in a proper way. People skills also help me to increase my efficiency as well as productivity in Hilton hotel. I have talked with my guests in a systematic manner and convinced them to stay at our hotel and it has become possible due to having good people skills of mine.  
Problem-solving skill
Problem solving skills are playing a vital role in the hotel industry because it helps to overcome challenges in a systematic way (Tesone, 2015). I have good problem-solving skills that help me to solve some issues that are faced by the hotel industry in recent times. Problem-solving skill is using logic as well as imagination in order to make a sense of a situation and come up with a proper solution. I have observed that this skill is a vital skill in my professional field as it helps to enhance the trustworthiness in my current work filed. It is also true that effective problem solving skills are helping me to increase my productivity in my workplace. I have the ability to be able to identify the issues my guests are having, make a plan of action in order to resolve them as well as follow via with guests afterward in order to ensure their satisfaction properly. 
Computer skills
Nowadays computer skills are important in the hospitality industry as the whole world is changing rapidly. It is known that most of the organizations require candidates who have good computer skills. Good computer skills among the staff members are also important to make spreadsheets and manage it in a proper way (Tewan, 2009). It can be said that good computer skills refers to the knowledge as well as ability in order to use new technology in a proper way in the work field.  It is known that the basic computer skills include switching the computers on as well as off and finding files in a proper way. 
Punctuality
Researchers have stated that punctuality actually enables me to acknowledge the significance as well as value of time (Rady, et al., 2021, p. 231). It is known that showing punctuality is a great sign to our guests which actually depicts how serious I am in what I want to do. Punctuality also help me to complete any task before time in the hotel 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 a quick resolution of this scenario in the future?


	
I will respond quickly to my guest's request and give them answers about what they will have 

	I would ask them what they will need from us and it is important for us to take care of guests in a proper way. There is a requirement to respond to clients in a proper way (Johnston et al., 2012).
	After responding to guests' requests in a proper way they would be pleased with our activity and take a decision to stay in the hotel. It is required to maintain a positive attitude in front of guests (Pearson et al., 2012).  
	I have observed that there is needed proper training that helps staff members to increase their knowledge in this area so I would request my higher authority to offer better training in this aspect. 

	
I would try to impress our guests before their arrival

	I would give them heartfelt welcome by giving them flowers and welcome cards 
	While they would get a hearty welcome from me then they would take a decision to stay in our hotel
	It would be better if I would offer them gift vouchers that help them to be satisfied in a systematic way.  

	
Communicate with guests in a frequent way

	It can be said that frequent communication with my guests would help me know about their needs 
	It can be said that if they would communicate with me then I could arrange necessary items that help us to manage the situation in a systematic way. Overall experiences are helping staff members to do better work in the future (Fallon and Rutherford, 2010).
	It may be suggested that it is required to improve communication skills properly to offer better services to clients in a systematic way.  

	Create a good relationship with our guests by fulfilling clients' requirements as well as wants 


	It is my responsibility to make a good relationship with guests and it helps me to fulfil the requirements of my guests in the hotel and improve the efficiency in a proper way. Making a good relationship with customers helps to increase the efficiency of the hotel (Wiley et al., 2014).  
	It can be said that after knowing about their requirements it is easy for us to fulfil these systematically (Wood, 2013). 
	Staff members need to make a good relationship with guests to enhance the brand name of the hotel company. 



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)


	As stated by Bardi, (2021), the property management system actually enables hotels in order to balance front-office capacities such as booking reservations and managing room rates properly. It is known that hotel property management systems offer software platforms which replace time-intensive and spreadsheet-heavy processes. Researchers have stated that PMS is a technology which also evolved and greater integration offers services which extend well beyond the front desk properly. The PMS is playing a crucial role in the hospitality industry and it offers a seamless and contactless experience for clients who are visiting hotels for a stay. The study has shown that property management systems are now added in order to onsite services that impact the experiences of the guests which generally include food as well as beverage point of scale, sales, and management of some events and revenue optimization. It is also true that PMS is an application for the operation of a hotel's business operations (Rachmawati et al., 2019, p. 1241). A centralized computer system allows for organizing and performing as well as scheduling regular functions in the hotel industry. It is also true that property management systems solutions cater exclusively to owners and managers of the hospitality industry. There are some advantages of property management systems and these are: Saving time, minimizing huge costs, integration, and switching to an all-in-one property management system in recent times. In the present time, transparency-based communication is required between several hotel departments. They are required in order to work in sync to serve clients in a proper way. A PMS offers scope for easy as well as clear communication between all departments and ensures that it is working well (Ali,  et al., 2021, p. 14). 







	
Element 2 – Hotel Reputation
Reputation management generally provides the opportunity in order to evaluate the problems followed by a reputation monitoring plan (Lai, 2019, p. 111). Hotel reputation's major aim is in order to create as well as manage a positive reputation in the work field. It can be said that the act of reputation also includes detecting negative content during the search results and addressing them if required in a systematic way. It can be said that addressing these issues generally helps in order to generate goodwill and create a positive reputation in the market. It is observed that hotel reputation plays a vital role in the hotel industry (Li, et al., 2020, p. 1713). It can be said that reputation management is important for the hospitality industry in recent times. It has been found that online reputation management could be regarded as the consensus public opinion about each or an entity on online platforms as well as the internet. Hotel reputation associates keep track of review sites, engage on social media platforms as well as optimize hotel sites for search. It is known that social media platforms are the place where people are spending their time most. Here reputation management is also used on social media platforms to enhance the brand name of the hotel. It is also needed to engage with their audiences in real time to increase the brand awareness of the hotel in a proper way. Focus on digital marketing is also helpful for enhancing the brand name of the hotel properly. Researchers have found that almost 93% of people use online reviews when they are determining which hotels they want to stay in (González et al., 2019, p. 398). On the other hand, almost 53% of the people surveyed will not book a hotel that did not have any reviews online. 


	







	
Element 3 - Communication 


	
Communication is significant for the hospitality industry in order to interact with guests in a systematic way (Krizanova et al., 2019, p. 7016). Researchers have stated that communication skills are helpful to increase a guest's experience because this generally shows that staff members are listening to the guests in a proper way, collecting their feedback, and conveying a proper message. Proper communication is also important to increase the productivity of the organization because through proper communication staff members could communicate with each other and interact with clients properly. It is also found that a positive workplace is created through better communication in the work field. It is known that good communication skills in the workplace actually ensure staffs has the information they require to perform well, makes a positive work culture as well as eliminates some inefficiencies properly. Most researchers have stated that good communication skills are managing workers in the hotel industry in an easy way as well as maintaining a good relationship with clients. Effective communication facilitates innovation properly as well as ensures transparency in the work field (Floričić, 2020, p. 1104). an effective team would be made through better communication skills. Communication skills also support the growth of the hotel company. Making professional relationships is about much more than creating peers at the workplace. The significance of teamwork in the workplace is clear as well as this is sometimes directly impacted by effective communication in hotel companies. It is found that a lack of communication could lead to the collapse of any institution. It is known that managing workers are helping to resolve workplace conflict in the hotel industry. 


	
Element 4 - Staffing 


	
As stated by Zarezadeh et al., (2022), staff of the hotel industry is helping to enhance productivity as well as efficiency in a systematic way. It has been found that in a hotel the employees manage all the tasks of the workplace and take care of their guests as well as offering them an experience satisfying. It is known that if employees are bright as well as motivated then the level of engagement from clients would be enhanced as well as their mood would shift in order to mirror that of which staff is serving them in a proper way. Research has shown that happy staffs are 31% more productive in the hotel industry as well as three times more creative than unhappy staff members in the hotel industry. Staff members are providing good services to the clients as well as help them to keep satisfied in the hotel industry. Almost 35% of researchers have said that staff members also help to increase the brand name of the hotel company.  Staff members are also helping to keep a good relationship with the clients that help to increase the efficiency of the hotel company. 
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