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	A particular skill set that is tailored to fulfil the specific needs and expectations of the brand is required to work at the reception of a hotel like Novotel. The Novotel is well known for having a modern, elegant atmosphere that caters to business travellers. This environment has a big influence on the fundamental skills that front desk staff members need to have. In addition to the previously mentioned essential competences, there are several vital skills that are specific to the job of a front desk clerk at a Novotel. 

According to Gupta & Kim (2010) journal, the front-desk employees at Novotel Hotels must get a thorough understanding of the brand and its offerings in order to provide great client service. People must have a thorough awareness of the assortment of amenities, services, accommodation classifications, loyalty programs, and dining options offered by Novotel. Having this information enables one to effectively describe and recommend the hotel's facilities to guests, ensuring a memorable stay. 

 Given the global reach of the hotel chain, multilingualism is viewed as being of great value for front desk workers at Novotel. A study conducted by Lazaroiu,  (2015) shows that communication in many languages helps people to cater to the various needs of visitors from various geographical locations. When customers are able to communicate in their chosen language, it may create a feeling of comfort and familiarity, which can facilitate easy and positive encounters with visitors. 

The Novotel front desk staff must have a thorough awareness of the brand-specific technologies and reservation systems in order to process reservations. The employees must be proficient in using the hotel's property management system (PMS) to efficiently manage guest check-ins, check-outs, and room reservations. It might be useful to be familiar with additional software and tools like CRM (customer relationship management) systems and online reservation systems. (Ivanov, Webster, Tsarenko, 2018)

A front desk employee's job regularly requires them to deal with a variety of unexpected situations and challenges, which calls for strong problem-solving and decision-making abilities. To handle these scenarios successfully, Novotel front desk staff members must have strong problem-solving and decision-making skills. The ideal applicant should be able to quickly engage in critical thought, successfully address customer issues, and make wise decisions that are in keeping with the organization's standards and goals for guaranteeing customer satisfaction.  (Hartmann, Rutherford, 2018)

To ensure accurate and error-free transactions, Novotel's front desk staff must pay great attention to detail. When managing client bookings, check-ins, and check-outs, it is critical to input information precisely to avoid any confusion or irritation. It demonstrates a commitment to excellence and aids in personalizing the visitor experience by carefully considering requests, preferences, and detailed instructions. 
The Novotel's front desk staff typically needs to handle numerous tasks at once while maintaining composure. Strong organizational and time management abilities are necessary to prioritize tasks, manage a busy reception area, and ensure smooth operations. They need to be able to manage phone calls, office work, visitor inquiries, and other responsibilities with ease. (Deery, Jago, 2015)

Collaboration is essential in the hotel sector; thus, the Novotel's front desk staff should be top-notch at it. They must work closely with other areas of the hotel, such as housekeeping, food & beverage, and concierge, to meet customer needs and provide seamless services. Effective cooperation and communication among co-workers are key to creating a productive and enjoyable work environment. (Kim, Mattila, 2016)

By using upselling techniques, Novotel front desk staff play a big part in increasing hotel revenue. According to Lee & Law (2019) journal, they should be able to spot opportunities to promote supplemental services like hotel upgrades, meal options, spa treatments, or loyalty club subscriptions. By skillfully describing these options to guests and emphasizing their benefits, front desk staff may enhance the guest experience while increasing revenue for the hotel. 
In addition to providing guests with customized treatment, front desk staff members actively promote the hotel and expand its income. This helps the business succeed financially. 

In conclusion, a front desk position at a Novotel requires a combination of essential skills, including customer service and communication, as well as brand-specific knowledge. For front desk staff to deliver exceptional customer service and uphold the strict standards of the Novotel brand, they must be multilingual, familiar with the Novotel services and brand, proficient with technology, problem-solving adept, detail-oriented, organized, and able to work well in a team.
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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?


	Learn about the policies and practices of the hotel: 
 
Learn the hotel's policies and procedures: On my first day as a front desk employee, I would take the initiative to become familiar with the policies, practices, and standard procedures of the hotel without my boss present. The employee handbook, the training guide and any other relevant documents would all be studied in great detail by me. With this knowledge, I will be able to persuade guests to stay at the hotel and ensure consistency while handling a variety of situations. 
	Maintain Your Order:  
 
I'll begin by organizing my workspace, including my desk, computer, and any other necessary supplies or paperwork. If my workstation is organized, I'll be able to access information more quickly, respond to queries from visitors more promptly, and make fewer mistakes.

	Arrangement and effectiveness: 
 
Prioritizing tasks and setting up a tidy work area will help me streamline my workflow while making sure that urgent tasks are finished swiftly and efficiently. This approach reduces confusion, lowers the likelihood of mistakes, and boosts efficiency.

	Staff Cross-Training: 

Implement a program of cross-training where front desk staff receives basic training in handling responsibilities. They will be competent to manage in the case of the supervisor's absence because of this. Colleagues may be introduced to crucial procedures, frameworks, and standards of decision-making during cross-training.


	Maintain a Professional Appearance and Attitude: 

As a hotel employee, it is imperative that I maintain a professional demeanor and a positive outlook. I would take special care to maintain my personal hygiene and grooming while making sure I am correctly attired. I would also greet them with a kind smile and an open attitude, and I would pay close attention to their wishes and concerns. By projecting professionalism and a positive attitude, I can make an excellent first impression and ensure that guests feel valued and well-cared for during their stay.
	Task Prioritization: 

I'll create a list of assignments that are ranked in importance and urgency. By identifying the most vital tasks, such as handling reservations, guest demands, and check-ins and check-outs, I can make sure that important operations are done quickly and effectively.
	Proactive Communication: 

When open and effective communication is maintained across the departments of the hotel, improved cooperation and coordination between those departments is achievable. Through early communication and cooperation with the relevant staff members, any issues may be quickly rectified, improving operations and elevating customer satisfaction.
	Standard Operating Procedures (SOPs):

 Make extensive SOPs that describe the exact procedures to follow for a range of front desk and management responsibilities. SOPs ought to outline common circumstances and how to deal with them so that any staff member may refer to them for guidance in the absence of the management.

	Be Knowledgeable about Hotel Amenities and Services:

In order to portray the hotel in the best possible light, I would strive to be knowledgeable about all the amenities and services it offers. This would need having thorough knowledge of all the facilities, including dining establishments, fitness centers, and business centers, as well as any special services or deals provided. I can help tourists make the most of their stay and enhance their entire experience by providing them with precise and in-depth information because I am well-versed in the hotel's services.
	Maintain Effective Communication: 

I'll maintain effective communication channels with the hotel's maintenance, cleaning, and concierge teams. Regular updates and cooperation with relevant staff members are required in order to fulfill visitor requests, quickly address issues, and provide a faultless guest experience.
	Guest-Centric Approach:

By putting a lot of attention on the requirements and enjoyment of the visitors, I can anticipate their demands and manage any problems or requests in a proactive manner. By carefully considering visitor feedback and doing regular check-ins, I can identify potential development areas and ensure a positive tourist experience, which aids in efficient operations.
	Designate a Backup Manager: 

Select a backup manager who is able to take over in the event that the manager is unavailable. This individual should be given more training in addition to the authority to make decisions, delegate tasks, and oversee the effective operation of the company. Make clear to all staff members that this backup feature exists.

	Communicate Effectively and Actively Listen:

For front desk employees to represent the property to customers, communication must be effective. I would listen intently to the questions, concerns, and wishes of guests, giving them my undivided attention. I would speak with them in an honest and clear manner, providing them with correct information and swiftly catering to their needs. Additionally, whether in person, over the phone, or by email, I would try to be patient, kind, and understanding with everyone I interact with. By ensuring open and efficient communication, I can make the environment welcoming and friendly for guests.
	Be Proactive: 

Instead of waiting for challenges to occur, I will take a proactive approach to anticipate and address any problems. This may entail monitoring the availability of rooms, keeping note of special requests from guests, and frequently checking in with guests to see how they're doing. By taking the initiative, I can prevent problems from growing worse and maintain a high level of client satisfaction.
	Continuous Improvement: 

Firmly seeking advice from experienced team members and requesting feedback from clients and co-workers promotes a culture of continuous growth. With this approach, I can sharpen my skills, expand my knowledge, and adapt to shifting circumstances, which enhances performance and streamlines operations.
	Emergency Contact List: 

Frequently update your list of emergency contacts for key hotel personnel and relevant outside parties. Include the contact information for department leaders, maintenance staff, IT support, and any other individuals who may be required to handle urgent issues, including telephone numbers and email addresses. This list will guarantee quick access to the necessary resources when the manager is away.

	Seek Support and Guidance from Colleagues:

Due to the lack of direct supervision, I would aggressively seek my trained co-workers for aid and guidance. If I encountered a situation that required explanation or assistance, I would communicate with my co-workers in a respectful and humble manner. I will explain the situation and enlist their advice and expertise to ensure that I handle the situation successfully. I can build a good work environment that will enable me to provide visitors with great service and effectively represent the hotel by getting to know my team members.
	Seek Continuous Improvement:

Throughout my shift, I will solicit feedback from clients and co-workers in an effort to consistently improve. We may learn vital information on how to enhance our operations by carefully listening to what customers have to say. I'll also ask experienced teammates for suggestions to widen my knowledge and skills and ensure that I can handle a range of situations well.
	Problem-Solving and Adaptability: 
I can successfully manage any unplanned events that may arise throughout my shift by being proactive and seeking out solutions to any problems before they worsen. My ability to think critically, make sensible decisions, and adjust to changing circumstances will have an impact on the overall effectiveness of my approach.
	Regular Team Meetings and Communication: 

Hold regular team meetings to update staff on important information, process changes, and other developments relating to managing tasks. Encourage open dialogue in the team so that members may raise concerns, share ideas, and provide feedback in order to improve operational performance.



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)
------------------------------------------------------------------------------------------------------------------
The PMS at Novotel streamlines processes and increases visitor pleasure. The PMS at Novotel is dependent on: 
 
The PMS at Novotel should make bookings easier. It should integrate hotel websites, online travel agencies, and direct bookings. Real-time availability updates, precise pricing control, and quick reservation change or cancellation are all possible with seamless distribution system connectivity (Tussyadiah, Wang, Jia, Jung, 2019).
 
 Guest Profile Management: The PMS at Novotel should handle guest profiles. Guest requests and data from loyalty programs should be saved and retrieved. This provides customized lodging selections, amenities, and marketing materials (Kim, Lee, 2018).
 
 Front Desk Operations: Keeping everything running smoothly ensures that guests are satisfied. Novotel PMS should expedite guest registration, room assignment, and key card distribution. The integration of hotel technologies such as door locking and payment systems enhances the tourist experience. 
 
 Reporting and Analytics: The PMS at Novotel must include sophisticated reporting and analytics. It should look at things like occupancy, ADR, and RevPAR. This information assists hotel management in making educated decisions, optimizing pricing, and identifying development prospects. 
 
 Novotel System Integration: The PMS at Novotel should be integrated with internal systems. The central booking, loyalty, POS, and finance management platforms of Novotel are all linked. Integration improves reporting, financial reconciliations, data transfer across departments, and reduces or eliminates the need for human labor (Lee, S.Kim, 2019).
 
 Training and Support: Novotel should provide personnel with PMS training. To ensure that hotel workers maximize the possibilities of the PMS, the vendor should give extensive training and continuing support. 
 
Novotel requires quick booking administration, complete guest profile management, streamlined front desk operations, robust reporting and analytics, integration with other company systems, and adequate training and support for PMS deployment. Using five critical variables, Novotel can improve operational efficiency, guest experiences, and hotel performance (Chen, Wu, 2020).

	
Element 2 – Hotel reputation
------------------------------------------------------------------------------------------------------------------

Novotel prioritizes brand image, customer pleasure, and success. Reputation of the hotel: 
Novotel places a premium on customer service. Service improves reputation. Employees at Novotel are trained to provide individualized service. A good reputation necessitates consistent service throughout the client journey. 
 
Guest Satisfaction: Novotel consistently outperforms expectations. It stresses personalization, anticipating visitor wants, and quickly resolving difficulties. Novotel prioritizes customer happiness by soliciting comments and rapidly resolving issues (Oh,Parks, 2019).
 
Online Reputation Management: Novotel understands the significance of ratings and reviews. It is in charge of social media and reviews. Novotel encourages good feedback and rapidly resolves negative feedback. Novotel wants visitors to believe in its web reputation (Kim, Kim, 2018).

Novotel promotes brand positioning and branding. It is defined by its goals, features, and amenities. The branding of Novotel includes targeted messaging, visual identity, and advertising. The brand promise of Novotel attracts tourists who share its values and objectives. 
 
Employee Engagement and Training: Novotel understands that its staff are responsible for its reputation.  

It engages, trains, and empowers employees to provide exceptional service. Client satisfaction and hotel reputation are both dependent on engaged, well-trained workers. 
 
Through community relations, Novotel boosts its image. It encourages community projects, charity, and environmental sustainability. Novotel gains community confidence through good corporate citizenship (Aspara, Lamberg, Laukia, Tikkanen, 2018).
 
Novotel's reputation is built on service excellence, guest happiness, online reputation management, brand image and positioning, employee involvement and training, and community ties. Novotel focuses four critical factors in order to create excellent guest experiences, build loyalty, and become a well-known hotel brand. (Lee, Hong, 2018)

	
Element 3 - Communication 


	Novotel, a well-known hotel brand, requires effective communication. The following are the communication components of Novotel: 
 
Novotel places a high importance on internal communication. It notifies employees on hotel policies and changes. Online communication, team meetings, and shared platforms help to speed up information transfer, work distribution, and problem-solving. Internal communication increases productivity, coordination, and collaboration.
 
Novotel places a premium on guest interaction. The communication with the guests is straightforward and consistent. This includes processing reservations, providing hotel amenities and facilities, reacting rapidly to guest inquiries, and informing guests of any changes or interruptions that may affect their stay. Novotel responds to client needs through listening and communicating fast (Lee, Lee, 2017).
 
 Multilingual Communication: The Novotel caters to a wide range of international guests. Multilingualism is important. Novotel provides multilingual signage, employees, and translation services. Direct communication in the preferred language of the guest reduces language barriers and delivers a personalized experience (Choi, Kim, Nguyen, 2019).
 
Crisis Communication: During a crisis, Novotel communicates with guests, workers, and stakeholders. Spokespersons, emergency contacts, and pre-written statements are all examples of crisis communication methods. Novotel responds to crises, guest safety, and trademark protection in a timely and honest manner (Hamilton, Kelley, 2019).
 
Technology aids Novotel's communication. PMS, guest messaging, smartphone apps, and digital signage are all options. These technologies simplify visitor demands, expedite processes, and automate communication. Novotel uses cutting-edge communications to improve guest experiences and operations (Shafiq, Rasoolimanesh, 2019).
 
Novotel places a high importance on employee communication training. Active listening, empathy, conflict resolution, and problem solving are all encouraged. Novotel encourages employees to engage with guests, coworkers, and stakeholders in order to create a pleasant and stimulating work environment (Táboas-Pais, M.glesias-Argüelles, 2018).
 
 

	
Element 4 - Staffing 


	Staffing has an impact on Novotel guests, service, and efficiency. Variables in Novotel staffing include: 
 
Staffing: Each department is carefully staffed by Novotel. Seasonality, occupancy, and guest demand are all taken into account. The personnel planning at Novotel prioritizes guest pleasure and efficiency. 
 
Hiring: Novotel is looking for qualified professionals. Using advanced procedures, it recruits qualified staff who share Novotel's values and service standards. Novotel recruits competent people through interviews, background checks, and competency tests (Woo, Qu, 2017).
 
Training and Development: Novotel staff are trained to improve their service and expertise. It offers training in customer service, communication, technology, and departmental specifics. Personnel are retained through professional development (Kaynama, Black, 2000).
 
Communication and Collaboration: Hotel operations rely on effective communication among employees. Novotel encourages open communication in order to solve problems, exchange information, and collaborate across departments. Staff meetings, internet communication, and a strong team culture all contribute to increased cooperation and productivity (Du Preez, Bendixen, 2015).
 
 Employee involvement and appreciation: To inspire employees, Novotel stresses employee involvement and thankfulness. Employees are rewarded with awards, recognition, and feedback. Novotel promotes employee wellness, work-life balance, and professional advancement. 
 
 Performance Management: Novotel establishes clear expectations, provides frequent feedback, and assesses performance. This strategy evaluates employee performance and offers training (Su, Huang, Shen, 2019).
 
Workforce planning, effective recruiting and selection, extensive development and training programs, open communication and cooperation, staff involvement and appreciation, and performance management are all part of Novotel's personnel strategy. Novotel achieves operational excellence, staff engagement, and excellent service thanks to four important features.
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