STAGE 1 - Placement Project Proposal – 
Initial Ideas Form.

Student name: ..........Otilia Ghinet (1922158)       Course……………BIHM6006/8…………………………..
This worksheet should help you start to think about topics and methods for your project.

PROJECT FOCUS AREA – Optimising Front Desk Operations for Enhanced Guest Experience: A Study at Double Tree by Hilton Metropole Brighton

PROJECT AIM - THE MAIN THING YOU WANT TO FIND OUT IS To comprehensively evaluate and enhance the duty skills of front desk staff at Double Tree by Hilton Brighton Metropole, with the aim of improving guest satisfaction and operational efficiency.

WHAT are you trying to achieve/find out? (objectives = 3 or 4 – break down aim – what you’ll do ,  not how) – analyse/evaluate/critically compare, etc
1. Explore the most recent trends in guest expectations for front desk interactions in the hospitality industry and evaluate how they match up with the current service offerings at Double Tree by Hilton Brighton Metropole as this will assist in identifying any changing duty skills requirements.
2. Assess the impact of digital tools and technologies on the efficiency and effectiveness of front desk operations at Double Tree by Hilton Metropole Brighton, considering the degree of integration and staff adaptability in relation to industry norms.
3. Explore the importance of front desk staff in shaping the overall guest experience, from check-in to check-out, including handling special requests and resolving issues as this analysis focuses on identifying key areas for staff empowerment and skill enhancement.
4. Explore the relationship between the job satisfaction of front desk staff and the satisfaction scores of guests at Double Tree by Hilton Brighton Metropole as this study aims to investigate the influence of internal factors, such as training, support, and workplace environment, on the quality of service provided and its perception by guests.
WHY? – what is the background rationale?

  Who else has written about it? (justification)
	1.	Jones, P., & Lockwood, A. (2015). “The management of hotel operations.” London: Cassell.
	•	
	2.	Chathoth, P.K., et al. (2013). “The front desk: A strategic level in hotel service innovation.” Journal of Service Management, 24(5), pp. 564-582.
	•	
	3.	Harkison, T. (2018). “The importance of soft skills in the hotel industry and the training needs of front office staff.” Tourism and Hospitality Management, 24(1), pp. 31-43.
	•	
HOW will you do it?  (Research Methods)
A strong emphasis will be placed on a qualitative approach, with a primary focus on conducting semi-structured interviews with front desk staff, management, and guests and the objective is to collect valuable insights about the skills that are highly regarded and pinpoint areas that have room for improvement. Furthermore, analysing guest feedback and satisfaction surveys will offer valuable quantitative data to complement the qualitative findings.

WHO will you question?
Front desk staff 
Front desk management 
Hotel guests 

WHAT resources will you need?
1. Guest feedback and internal reports.
2. Interviews and surveys with front desk staff and guests.

WHEN? (timescale)  - Plans
Week 1 
Make the project proposal 
Start reading the literature to learn about current trends and the skills that people need to work at the front desk.

Week 2: Getting ready to collect data
Come up with survey and interview questions for guests and front desk staff and test them.
Get approval from the hotel management to do interviews and surveys.

Week 3: Getting the data
Poll and talk to people who work at the front desk.
Give guests surveys to fill out and get their opinions.

Week 4: First Planning and Analysis
Start looking at the results of the polls and interviews.
Summarise the most important results and point out areas that need more research or instant improvement.

IDEAS – 
This project showcases my interest in the outstanding service quality that can be found in the hospitality sector, as well as my practical experiences at Double Tree by Hilton Brighton Metropole. It applies the knowledge gained during my placement to a focused study that could benefit my host organisation and make a valuable contribution to the field of hospitality management.

NEEDS ACADEMIC ROOTS (THEORY) ALSO

· This project seeks to combine practical needs with theoretical insights by integrating academic theories into the study of front desk operations at Double Tree by Hilton Metropole Brighton and this study aims to explore the application of service quality theories, technology adoption, and human resource development to enhance front desk efficiency and improve guest satisfaction. The focus is on improving customer service quality and incorporating technology to achieve these goals while by conducting a comprehensive examination of previous research in these domains, the project will offer a fresh perspective on the challenges faced by the hotel. It will suggest innovative methods for training front desk staff and implementing state-of-the-art technologies and this approach not only addresses the hotel's specific needs but also brings added value to the broader field of hospitality management.


PROJECT TITLE / FOCUS:
‘An analysis of the impact of Optimising Front Desk Operations for Enhanced Guest Experience: a case study of DoubleTree by Hilton Metropole’  




PROJECT OBJECTIVES: (e.g. Evaluate, Identify, Determine, Recommend)
State three objectives.   These must originate from the project aim and they must be SMART i.e. specific, measurable, achievable, realistic and time bound.

1. Evaluate the current proficiency and skills gap of front desk staff at Double Tree by Hilton Metropole Brighton 
2. Evaluate 20 guest feedback entries and industry best practices within 6 weeks to determine the top 5 guest expectations for front desk interactions.
3. Suggest a tailored training programme that will focus on honing the specific skills and meeting the desired expectations and this programme should be meticulously prepared and expertly presented to the esteemed hotel management. 















LITERATURE RESEARCH:
Identify 3 initial literature sources where you have read about your project topic. Cite them using the Harvard referencing system (Key Sources)

1.



2.



3.









BENEFITS:
What do you hope to achieve from your research?  Identify 3 benefits that will be measurable from the project that you are about to undertake.  These may be qualitative or quantitative.

1.

2.

3.



PLEASE SUBMIT THIS FORM TO THE TURNITIN LINK BY THE 22ND OF MARCH 23:59 (See the Teams chat link for details on where to find the Turnitin Link )






HAPPY RESEARCHING 

