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	At a hotel industry communication plays a particularly important part. Having an excellent communication skill at the front desk, will allow a hotel business to be successful. It gives you the opportunity to interact with the hotel guests effectively and ensures that the service provided meets their needs. At a hospitality sector it’s vital to have key skills that allows you to communicate with guests or staff verbally and non-verbally. Receptionist or front desk employees help create a good first impression, which leads to customer satisfaction. Front desk employees require great amount of skills, such as communication, organisation and problem-solving skills. This will display the guests a positive outlook of the hotel. The front desk employees have to complete their role by making sure that the guests have a memorable stay. 

The hotels front desk as we all know is quite important as they ensure that all guests are checked in and out of the hotels at the right times. Not only just that but they have other duties to fulfil for example, taking reservations for guests. These can all be done by using their great problem-solving skills and communication skills. As a part of the hotel industry, it is necessary that employees, especially at the front desk are aware of answering questions that a guest may have in mind. Making sure that each client has a pleasant stay, it is up to the front desk employees to meet the most significant factors. The purpose of this matter is a certainty that will lead to customer loyalty. Therefore, when a guest feels valued, they will definitely feel more comfortable. 

A hotel should stay consistent and set rules and principles that allows a brand to communicate and interact with consumers. Furthermore, employees at front desk may email or try communicating more with guests about the activities and additional offering. By doing this it’ll show that the staffs are organised and want the best for their guests. This can have a great impact in increasing customer loyalty. One of the most effective key skills to manage a front desk would be staying organised. Be aware of all rates, packages and special promotions offered by the hotel (Hollander, 2022). Front desk staffs should ensure that they are up to date with the information that are being given to guests. 

As we all may know friendliness is one of the key aspects when working at the front desk. This is because as guests walk in they are more likely to check into the reception first. Front desk employee will ensure that they are welcoming in guests with friendly words and are extremely kind.  Another skill which can be seen used in most hotel industry is teamwork skills. This is significant for a front desk employee. Sometimes they may be under a lot of pressure, thus communicating with other staff members gives them the opportunity to improve massively, by working as a team. 

Being a front desk employee means you will be the first person that guests bring their problem to (Doyle, 2020). There could be problems that may arise when your guests have entered the hotel. For example, they may have lack of complimentary supplies or no accessible wheelchairs. Guests may also experience any sort of emergencies therefore it is important for a front desk office to use problem solving skills and respond quickly. By doing this it can increase customer satisfaction and guests will more likely become a loyal client. Multitasking when solving problems may be beneficial as a receptionist because it allows guests to be seen quickly and dealt with issues they may be facing. It also gives them the opportunity to greet other hotel guests and assist them in checking in and out. As well as this, I believe that time management is a key aspect in all of this. It is important that hotel employees are all communicating and can confirm housekeeping have done their part. Time management skill is so vital because the housekeeping teams must complete all tasks and make the room look spotless before guests arrive. These skills will help improve the efficiency of the hotel. I have a strong feeling that if a room is looking clean and meets the customer’s needs and expectations they will be satisfied.

Another important skill we may see at hotel reception, is a front desk employee might be able to communicate in different languages. This is important, especially if guests know more then one language. Indeed, being fluent in more than one language helps customers understand and communicate better. It allows them to engage comfortably with staffs without worrying. Again, staffs may not know different languages in order to communicate with hotel guests but it’s important that we have a good facial expression and gestures to become successful. It takes strength, focus and lots of love for hospitality to be a good front desk agent (Carreirao, 2019). 
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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?


	As a front desk associate will take control of all the matters and ensure guests are still given the correct service that meets their satisfaction. Firstly, I will ensure housekeeping have completed their duties.


	I will make a list of all the things we have to get done before the guests arrives. I will start with the cleaning as it will create a good first impression for the customers. 
	Having a clean and organised hotel that looks appealing to the eyes, will leave guests mesmerised. The guests may see how polished and untouched it looks. Making it effective for them to have a pleasant stay. 
	I will ensure that I communicate with the housekeeping staffs and let them know the times when guests have to check in. By doing this they will have enough time to clean the room and ensure everything looks refreshing. 

	I will help assign guests to their rooms and inform them of any special offers that the hotel can give them. 

	I will provide special offers to guests such as spa treatment, theatre bookings, gym or activities that may be a sort of interests to them. There will be a certainty that a staff member or I will guide them through this. 
	By offering added services for customers, it may lead to guest satisfaction. They might enjoy their stay and become one of the loyal customers. This will be effective because it will give them a chance to experience different aspects of the hotel. 
	Having leaflets or information about activities or special offers on the website might draw customers attention. We can also send them emails in regard to the spa treatments or gym. 

	Train staff to deliver an excellent service. Investing in good quality equipment’s for rooms.


	I will make sure to improve the efficiency of the room by leaving good quality napkins, cutlery, and tablecloth. Good quality equipment’s for guest makes food more appealing. This is due to how clean the equipment’s look. 
	I feel as if this will make guests feel valued and improve customers’ experience. Eating in the comfort of your own room might be more relaxing and you get your own privacy too. 
	Having a good food quality and dining experience honestly creates a good impression for guests. Therefore, offering the right hotel room service is so important. 

	Being consistent in the service you provide is so vital. Offer them variety of different food and drinks so that they can find something they really enjoy. 

	As a team it is important to collaborate with other employees. Sticking to customer wants and needs will ensure that they have a good experience at the hotel. 
	Having an amazing food quality that is presented in an excellent way. It will allow customers to feel pleased. If guests like something they try, they might give good feedback. 
	If there was any mistake or issues to do with the food, I will ensure that every kitchen staff and employees are taking the matter into hand in a respectful and well-mannered way. I will put into place a communication strategy to help resolve the matter. 

	Provide a personalised service and ask for feedback.


	If a guest needs a wheelchair then I shall make sure a wheelchair is provided. By providing a personalised service it will allow the guests to have a peaceful stay. 
	Working as a team to provide guests with a personalised service and insuring to deal with any problems instantly so guests are impressed. If we give them what they want or go the extra mile. They will feel the need to come back. 
	If every staff in different areas of the hotel ask for feedback from guests they may feel valued. As we are wanting to know what they like, dislike and any improvements we could make. 



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:

	
Introduction & Element 1 – Property Management Systems (PMS)


	In this essay, we will discuss four elements that are important in hotel operations. The first one, which is property management systems is a vital software suite, that a lot of business owners and front desk employees might use. Furthermore, hotel reputation is an element that can be based on feedbacks from guests or how a business is perceived through social media. Hotel reputation in any hotel industry creates an impact on how successful a business will be. Thirdly, communication, this creates a huge impact on how a customer will be welcomed into the hotel. Also, when estimating the success of  a hotel industry, communication in customer service creates opportunities to improve. As well as that, another important element is staffing. At a hotel industry hiring the appropriate staff that are able to manage effectively and work sufficiently in teamwork allow a hotel to succeed in providing a quality experience. 

 Property Management System – This element is so important in a hotel industry as it allows a front desk office employee to know when guests check in and out of the hotel. As well as this, it ensures that the receptionist is able to keep their business organised by arranging reservations for customers. As a front desk employee, it is essential that they confirm online booking availabilities to guests. The PMS plays an important part in improving guest experience. The hotels management system is crucial in making any possible adjustments the availabilities and ensuring that the housekeeping have been scheduled. A desirable PMS also have robust user access controls. To maintain guest privacy and payment processing security (Hollander 2023). Property management system is a key element is any hotel industry as it enables front desk staffs to successfully locate which hotel room shall need cleaning and if there enough toiletries available. PMS can also come into use when keeping business data safe and confidential. PMS at any hotel will ensure that staff know there guests well and understand their preferences. This can help the hotel make decisions that persuades guests to visit again. 







	
Element 2 – Hotel reputation


	Hotel Reputation - Hotel reputation is essential in most hotel industries because guests who use technology more, will most likely study on social media and reviews online, to determine whether or not a hotel is suitable. If the hotel reputation is perceived as great quality and provides guests with a service that is outgoing, it will persuade them to display outstanding feedback. This can be efficient when trying to grow the business as more people will glance at the feedback, persuading them to visit. Many customers have begun to look at online reviews rather than views of a hotel tourist as it shares an insight of their personal experience. Everyone is now constantly reviewing. A lot of reputed online sites have made it simple to rate your most recent hotel stay (Goswami 2021). Similarly, hotel industries can also experience negative feedbacks and reviews leading to a bad reputation that can harm the business. Replying to reviews online shows hotel determination and care for customers. Hence wise, it’s important for them to respond in an appropriate manner. This can further enhance their business and create a brand that can engage with the guests. Reputation management for hotels is vital as it focuses on maintaining a positive reputation. Hotel reputation is significant in increasing consumers and connecting with potential guests. A thriving reputation can increase the will of employees, working in a successful hospitality industry, therefore it can expand staffs allowing personalised service. 







	
Element 3 - Communication 


	Communication - Effective communication skills in hotel industry improves customer service. As result of relationship building and creating an atmosphere of positivity, enabling to gain customer loyalty. Emphasising how important it is to communicate when working at a hotel sector is vital as this is what creates that bond between a guest and the hotel. Being able to trust where you at staying is an important part of hospitality. Communication improves relationships between customer and staff members therefore it increases productivity and allows staffs to give out a personalised service. Effective communication is essential in order for hotel operation, this is because research conducted by (Brownell 1992) illustrates that trusting relationship is the primary foundation of creating a start to communication, which will develop further with body language. As well as increase the rates of guest loyalty as this would be enhanced further, thus creating a profit for the business. Also, literature review conveyed by (Kharouf et el 2019) further embodies the concept of (Brownell 1992) and adding attaining guest loyalty has a great effect of the financial success of organisations. Communication can be seen as an extremely efficient way to improve productivity. By communicating, hotel staffs will ensure that they are always a step ahead of guests in providing them with outstanding service. Guests will be impressed and may give positive feedback for the hotel and service given to them, leading to customer satisfaction. Thus, communication is an important part in increasing business popularity. 







	
Element 4 - Staffing 


	Staffing – The element, staffing plays a crucial part in the hotel industry, because it’s important to recruit employees that possess immense amount of quality, which can create an impact in how effective a business is. It is up to the manger to recruit the correct employees who can provide positive and welcoming experience for the guests. Staffing goes beyond recruiting because to achieve a successful staffing it is a necessity to understand the resources, skills and experience needed to achieve the businesses aims. With the support of property management system, managers can acknowledge the prices of rooms and tell staffs how many guests will be expected. Furthermore, staffing Is crucial in ensuring that the correct employees are being chosen for the right roles. Hotel organisation requires labour intensive services that can be fulfilled with people such as, cleaning staff, cooking staff and management staff, to provide quality services to their guests. Research conducted by (Ebighgbo, 2013) explores the recruitment and the selection process of staffing in the hospitality sector. Illustrating on the notion that the success of each hospitality industry depends on the efficiency of their staff and operating management of staff, to ensure all tasks are performed in a timely manner. 

In conclusion, PMS (property management system), reputation, staffing and communication is an important component in the hospitality industry. These elements create a massive impact on hotel businesses as it creates opportunities for customer satisfaction, customer loyalty and increase in profits. Therefore, enabling success in the hospitality sector. In addition, good property management system, staffing and communication creates the foundation of a hotel to have a respectful reputation. 










		Word Count
	1099



References 
Component 1
Carreirao, P. (2019) ‘Know the key skills of a hotel front desk agent’, Asksuite (blog). 22 October. Available at: Know the key skills of a hotel front desk agent (asksuite.com) (Accessed: 28 May 2023).
Doyle, A. (2020) ‘Important Hotel Front Desk/Guest Services Job Skills’, LiveAbout, 5th October. Available at: Important Hotel Front Desk/Guest Services Job Skills (liveabout.com) (Accessed: 27 May 2023). 
First & Foremost,– Communctaion & People Skills. (no date) ‘Essential Qualities or Skills for Hotel Front Desk’, (blog). Available at:Essential Qualities or Skills for Hotel Front Desk - Stay Express World Wide (Accessed: 26 May 2023).
Hollander, J. (2022) ‘Hotel Front Desk: Here's What it's Like to Work This Job’, 12th October. Available at: Hotel Front Desk: Here's What it's Like to Work This Job (hoteltechreport.com) (Accessed: 26 May 2023).
Indeed editorial team (2023) What are hotel receptionist duties? (including skills). Available at:What are hotel receptionist duties? (Including skills) | Indeed.com UK (Accessed: 26 May 2023).
Indeed Editorial Team, (2023) Essential Hotel Front Desk Job Skills (With Examples) – Indeed. Available at: Essential Hotel Front Desk Job Skills (With Examples) | Indeed.com Australia (Accessed: 26 May 2023). 


Component 2 
Profound Tips. (2021)´How can a front desk associate ensure guest satisfaction?’, ProfoundTips (blog). 25 January. Available at: How can a front desk associate ensure guest satisfaction? – ProfoundTips (Accessed: 30 May 2023). 
eZee Editorial Team. (2023) ‘8 Practical Methods to Increase Repeat Guests at Your Hotel’, eZee Absolute (blog). 7 February. Available at: 8 Practical Methods to Increase Repeat Guests at Your Hotel (ezeeabsolute.com) Accessed: 30 May 2023. 
Guest experience in hotels: How to achieve complete customer satisfaction (2022) SiteMinder. Available at: Guest experience in hotels: How to achieve complete customer satisfaction (siteminder.com) (Accessed: 29 May 2023).
Jefffery, K. (no date) ‘How To Improve Your Hotel Room Service To Increase Guest Satisfaction’, Preno HQ - Hotel Management Software (blog).  Available at: How To Improve Your Hotel Room Service To Increase Guest Satisfaction - Preno HQ – Hotel Management Software  (Accessed: 30 May 2023).
Speak, H. (2021) ‘7 Ways to Improve Hotel Guest Experience and Satisfaction’, Hotel Speak. Available at: 7 Ways to Improve Hotel Guest Experience and Satisfaction (hotelspeak.com) (Accessed: 29 May 2023). 

Component 3 
Arora, S. (2014) ‘Benefits of Effective Communication in the Hotel Industry’, HOTELOGIX smart hoteliering (blog. 17th October. Available at: Benefits of Effective Communication in the Hotel Industry - Hotelogix (Accessed: 09 June 2023). 
Brownell, J. (1992). Hospitality managers’ communication practices [Electronic version]. Retrieved [insert date], from Cornell
University, School of Hotel Administration site: http://scholarship.sha.cornell.edu/articles/1023
Customer Aliance. (2023) ‘Why hotel reputation management should be your top priority’, Customer Alianace, 8th May. Available at: Why hotel online reputation management should be your top priority (customer-alliance.com) (Accessed: 08 June 2023). 
Campbell, K. (2021) ‘The Complete Guide to Hiring Hotel Staff’, The Complete Guide to Hiring Hotel Staff (blog). 10th September. Available at: Hiring Hotel Staff: The Complete Guide | Cvent Blog (Accessed: 08 June 2023). 
Ebighgbo, T. (2013) ‘Staffing in the hospitality industry - global academic group. Available at: https://www.globalacademicgroup.com/journals/nact/Theresa%2055555.pdf (Accessed : 08 June 2023).
Fuhl, J. (2020) ‘7 steps for creating staffing strategies that work’, 7 steps for creating staffing strategies that work (blog). 12 October. Available at: 7 steps for creating staffing strategies that work - Sage Advice United Kingdom (Accessed: 09 June 2023). 
Goswami, P. (2021) ‘Importance of Reputation Management in the Hospitality Industry - ET HospitalityWorld’, ET HospitalityWorld, 23rd September. Available at: Importance of Reputation Management in the Hospitality Industry, ET HospitalityWorld (indiatimes.com) (Accessed: 08 June 2023). 
Hollander, J. (2023) ‘PMS in Hotels: Everything You Need to Know About Property Management ...’, HotelTechReport (blog) 25 January. Available at: PMS in Hotels: Everything You Need to Know About Property Management Systems (hoteltechreport.com) (Accessed: 05 June 2023).    
Kurtzman, J. (2017) ‘Why is employee engagement in the hospitality industry important?’, Inspiring Workplace Culture (blog). 17th May. Available at: Why is employee engagement in the hospitality industry important? (rewardian.com) (Accessed: 08 June 2023). 
Kharouf, H, Sekhon, H, Fazal-e-Hasan, SM, Hickman, E & Mortimer, G 2019, 'The role of effective communication and trustworthiness in determining guests’ loyalty' Journal of Hospitality Marketing and Management, vol. 28, no. 2, pp. 240-262. https://dx.doi.org/10.1080/19368623.2018.1505574
Petty, L. (2023) ‘What is the Importance of Effective Communication in the Hospitality Industry?’, The Hub | High Speed Training (blog). 17th February. Available at: Communication in Hospitality Industry | Skills, Importance & Tips (highspeedtraining.co.uk) (Accessed: 10 June 2023). 
Reputation Management. ‘Why Is Hotel Reputation Management Important’, GuestTouch (blog). 28 June. Available at:Why Is Hotel Reputation Management Important (guesttouch.com) (Accessed: 08 June 2023).
Softinn. (2019) ‘Importance of Property Management System (PMS)’, Importance of Property Management Systems (PMS) (blog). 14 November. Available at: Importance of Property Management System (PMS) (mysoftinn.com) (Accessed: 05 June 2023). 
Xotels. (2023) ‘10 Ways on How to Improve your Hotel Operations’, Xotels (blog). 11 May. Available at: 10 Ways on How to Improve your Hotel Operations | XOTELS   (Accessed: 5 June 2023).



image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




