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  In my observation so far, I have come up with several key skills that are required and imperative to have while working at the hotel front desk.
 Wiley (2011, p42-44.) comes with this scenario where employers have been put through different tough situations such as a double booking of reception rooms by accident or being unable to pay close attention and listen to their employer's or customers' instructions. In these cases, he suggests that the best thing one can do is to have patience, try and organise themselves and always listen to every bit of information they receive.
 What I have observed so far, no matter if it is a busy day or not the best thing is to write down any details of the information received. If there are small details or certain numbers best practice is to listen carefully and write all that, reassuring everyone involved and yourself that you have all the data needed for the task to be a success.
 Another skill is the ability to teach and lead employees in such a way that they will be able to have authority and autonomy over their own decision while in the workplace.
 Vlad (2015) points out that, Hilton employees are encouraged to act as a manager since they are the first opinions guests have regarding the hotel. They are the face of the organization, so being able to solve customers’ problems or just make them happy, without asking for permission and being confident in their training and skills is a success for the business.
 In my experience making sure you have up-to-date training and knowing the functions of the front house and back of house elements, knowing the history of the hotel you work in and the location it is in will help to give customers a satisfactory and pleasant stay. Taking initiative and offering information on different events that are in the hotel or outside of it will give the customers the feeling of being welcomed and involved. 
 Solomon and Humler (2016), suggest the idea of a culture of “YES”, meaning that no matter the question or the problem hotels employees and the whole organization is willing to answer their customers with a yes answer rather than a no, or it is not their job, or it is not possible, etc.
 From what I have learned so far, in most cases there is always a positive solution to the customer’s requests, the key elements needed are patience, empathy and willingness to understand customers’ wants and needs of the problem at hand. 
For example, a customer requested for the hotel I work in to arrange for a singer to come in and sing for her daughter’s birthday, the singer wasn’t listed as a wedding guest so the manager had to be sure that every information that the mother was giving was accurate such as email of the singer, telephone for contact, time of arrival so they can make it a surprise rather than walking with all the guests in the main event. Certain aspects such as the started singing time, whether it was from the start or just at the cake part of the event. All this information was registered in the wedding file that the hotel has for every single event that they have, making sure again that all the customer’s requests are fulfilled for the big day to come.
  Revfine (2022), explains clearly all the departments that one can find in the front office area of a hotel, the basic attributes of each single one of them and how communication threw out the departments is imperative. The front office deals not only with customers but they are the first department to have access to the finance of the hotel, everything that comes in with booking or cancellations, reservations, etc. In these cases, patience, attention to detail and having all the correct information are a must. 
Smaller or event-based hotels have around two departments that work towards these processes and most of those details go through an online system.
  Thinking about the future now, some hotels if not all of them will have to make some considered changes regarding their hotel facilities and amenities since technology is a part of the future, MojoTravels (2020) points out that front office hotels might move to an app on the phone or laptop where one can access and check-in on the booking system, schedule bookings and check-out times as well, but still have a human figure in the front of the house just in case there is an emergency or just for that extra human touch.
 In conclusion, even if these changes will happen, the person who will be found in the front house will still need to have all the skills mentioned above even though the system got easier. Knowing what and how to answer, makes the guests experience a success. 
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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?


	 Double-checking the booking system for any notes such as a guest asking for a surprise cake for their loved one if that is an option or perhaps a spa booking, a late check-in or check-out request.


	The first thing to do is check if the manager has left any emails with instructions for the day such as if there is an event coming up on Saturday and that needs to be sorted out asap. 

	Double-checking emails and booking systems allows everyone the time they need to make sure everything is ready for the guests that arrive on that day.
	Having a WhatsApp chat or another way of communication with the hotel team 24/7.

	Letting my colleagues know whether there are any specific requests for food or amenities from the guests that need to check-in in that day.


	Checking the booking system to see whether I have any upcoming guests, and make sure the hotel phone is charged and ready to receive phone calls.

	Communicating firmly and clearly about any changes and making sure everyone took notes of that, helps the whole hotel to work at its best so it can offer a wonderful time for guests.
	Encouraging everyone to write notes and leave them in a box situated in the kitchen, front desk and housekeeping area for everyone in the hotel staff to read, whether is changes in the kitchen or a lightbulb that needs fixing, or anything else that the hotel needs and it is urgent, so when the manager comes in beside the 1-1 with staff or the classic brief at the start of shift, he or she can quickly check if there is anything urgent to solve. 

	Check-in guests and offer them a welcome beverage such as water or juice, asking whether I can help them with anything else such as extra pillows or beds depending on how many guests booked the room for example a couple or a family with children.

	Having a look at the travel agencies’ websites for a quick check on any new reviews or comments regarding the hotel, staff etc., same for the hotel’s website if that applies.
	Communicating and responding to guests whether it is a face-to-face conversation or just a response on the website gives the customer the satisfaction of being heard and seen. 
	Having a laptop or a tablet if the box notes is not an option.

	Tourism Industry Aotearoa TIA(2019) gives a glimpse of the things that need to be done as a hotel front office manager or as the title says being in the shoes of a hotel front office manager for a day. It is a constant job even on a slow day, there is always something to do: whether is greeting guests or making sure that the guests who are already in the hotel have everything they need for a pleasant stay.


	Communicating any changes in bookings or check-ins, and check-outs with the housekeeping team just in case those rooms need to be ready or refreshed.
	
	

	
	Keystone Hospitality Property Development(2020) points out that communicating effectively with colleagues and supervisors or even managers will help the hotel run smoothly whether or not a manager is around. Taking the manager position means all hands on deck no matter in what department that job needs to be done. As a front desk employee, the ability to step up as a manager even for one day proves that the guests will have a really good time, and everything worked well whether or not the manager was around.
	
	



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 Management Systems are a multitude of hotel system functions that are linked to one computer or smartphone app program. 
 As Hollander(2023) points out, this program can incorporate the following: check-in, check-out services, room availability, billing and scheduling, housekeeping and maintenance and booking channels such as Booking.com or Traveller, payment processing and much more.
 When it comes to key elements required when considering PMS, hotel staff and owners need to have basic I.T. knowledge like Excel and Word, the system needs to be organized properly before it is explained threw training to the hotel staff, after training hotel staff needs to be opened minded to automatization of the system so everyone can work and focus towards guests instead of the actual system.
  Verot (2021) points out the pros and cons of a stable and well-arranged PMS as follows: long-term timesaving, task automatization- fast customer response or reminders threw emails, checking customers’ reviews, mobility- everything from above can be accessed from anywhere: home, holiday, etc.
The downside of things can be: up and running- takes several days to properly organize the system, over complications- making the system much harder for the staff than to write things on paper, trade-offs- having to change the process based on vendors’ workflows after it has been already set.





	
Element 2 – Hotel Reputation  

	 

  Hotel reputation management and hotels online reputation management are both contributors to the overall ranking of a hotel’s impact towards clients, community and even country. 
 As GuestTouch (2021) points out, there are several benefits while maintaining a good hotel reputation, online or otherwise such as: it helps build credibility, enhances the image of the hotel’s brand, boosts sales and promotes word of mouth. 
  In many cases today hotels prefer the option of online reputation and promoting the way they are seen by customers online either threw a fast review response, a thank you email or perhaps a surprise gift card or coupons to be used on their next journey.
 Customer Alliance (2023) explains that hotels’ online reputation can shift the business’s failure or success in just seconds. While there can be heavy bookings on one side there can be negative reviews on the other side, and they all need to be resolved fast. One solution would be an automated system that is connected to hotels’ PMS and can show in real-time any changes that may occur, another would be to have a team permanently checking the online status of the hotel and what guests are saying about it this is why a marketing team is important in any hotel business.
 Another way to a successful hotel reputation is the hotel’s staff taking children’s guests into consideration while making customers and services wonderful. Kitshsiri (2021) points out that children will always be happy and excited about the simplest of surprises, so when taking care of customers if they see something they can do themselves staff should take initiative and make children smile too.








	
Element 3 - Communication 


	 
  Key elements when it comes to communication are friendliness, openness, honesty, empathy, understanding people’s wants and needs, and going above and beyond to achieve that wow factor for the guests. 
 Meyer (2017) explains that hospitality is a dialogue, from booking confirmation to checking in and threw out the whole service. Even after returning home, communication between guests and staff is a must. Guests will remember the way they were treated threw their whole journey, not just the restaurant, or the event part of their stay.
If a customer is greeted with a smile and even offered a complimentary drink that is the first positive reaction one will have. If the service threw out the holiday is on point and there are no issues, that is another positive response, and if there are changes to be made either rooms or pillows or anything small and it’s a prompt “yes” reaction from the hotel staff, then that is another positive response from the customer.  
  A “wow” moment can be anything, from a nice small gift basket or card with compliments from the hotel, all the way to making a surprise for one of the guests who stays in the hotel or will check in soon.
 Heppell (2015) comes with several points that can help achieve those amazing moments: 1. No matter if 100 customers told the same story, hotel staff should still react as it is the first time that story was heard. 2. Staff that interacts with customers need to keep the conversation as real and believable as possible. 3. Best reaction from staff would be a follow-up or asking more questions about the previous discussion. 4. Staff practising word of mouth and giving credit to the customers that gave the information. 5. Staff giving 100% to the customer that is talking in that moment not ignoring the customer or doing something else. 
  



	
Element 4 - Staffing 


	 
  One can hire the best staff in the world for the hotel, but if the emotional capacity towards customers and the job itself is not 100% then one can say that, that staff is not suited for the job. 
  Meyer (2017) points out that hiring the right person for the right job needs to possess a high “hospitality quotient” meaning qualities that reflect a person’s character. So far six qualities have been found to be suited for the hospitality industry. One, staff must be kind and optimistic. Number two: Curious intelligence- meaning every day is a learning day. Three, a great work ethic, meaning training never stops, unsupervised staff should work with the same passion as the first day of training. Four, high empathy, staff should care about any customer no matter the department. Fifth, self-awareness- hospitality is teamwork, if a team breaks because emotions cloud judgment the whole service and perhaps guests’ experiences are ruined as well. Controlling emotions while working in hospitality is a must. Finally, integrity- staff that does the right thing for the customer all the time without asking for permission just because it is the right thing to do and with zero personal gain.
 If the hotel’s staff has all these qualities and amazing skills as well customer experiences can be achieved with a five-star rating every time.
 Keeping staff on the other hand is another problem, hotel employers need to understand that their staff needs a certain management process for everything to run smoothly.
 Murphey (2019) talks about a certain skill set necessary for employers and managers to have for everything to work properly. Treating staff with respect, offering up-to-date training, offering support with communication with technology, rewarding and appreciation towards staff that excels in their work, encouraging every staff member to act as a manager. 
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