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The first personal meeting point of the hotels the front desk as guest entering to the facility, they are meeting one of the front of house staff who is usually the receptionist. They give the first impression to the guests. A good receptionists aim is to achieve customers satisfaction, has great business skills, strong listening and communication skills as volume of voice or body language. Their attitude reflects their professionalism. (Knapp, 2014)
Part of the job to upsell extra services to the guests for example breakfast, extra internet it requires to have marketing skills. In my experience for sales you need to be confident but not necessary to force it.  (Kennedy,1997)
Hard skills are major point at reception as there are may learnable information for  individuals to support their knowledge for example computer skills, language skills, marketing skills and technical skills. In this way, individuals can perform and complete more specific jobs. Usually, they pick up this knowledge on in house trainings or company courses.
Soft skills are related to individuals’ personality and capability. Most of the employers attracted by you if you have these as you need soft skills for most jobs. For example, time management, ability to work in a team or alone, problem solving skills, critical thinking, empathy, leadership, communication. (Lyu and Liu, 2021)
Customers satisfaction depends on experience of staff and services. In some cases, are shows well trained staff could lead strong engagement for future visits. In hospitality industry is very important to treat customers respect, listen their needs and wishes. 
Prearrival of the guest our main task to prepare room key card for some of the guest and answer their questions over the phone or via email.  Reception staff should have winning telephone skills. This position is require you to work on computer and also face to face with guests. Front desk staff are dealing with payments either cash or card payments, authorising discounts, and compensations. Handling money require responsibility and care. 
Most of the guests are not local, many people ask information about directions, how to get to the city centre, where is the neatest shop, or how far the hotel is from the train station. General knowledge of the city is essential.
Organized work schedule and time management are very important in a work area such as reception. Your attention have to be shared and focused on, multiple things for example, answering the phone, taking orders from bar sometimes, helping customers deal with various issues. It is important to have a positive attitude and self-confidence and being able to handle difficult situations without feeling too much stress or burnout. Preventing incidents and injuries are top priorities also. 
In case of any problem guest will attend to front desk and receptionist has to deal with guest complains and solve random cases at first line. Creativity, calm and positive attitude, and quick response is important next to professionalism. Some people are nice and easy going, but can be difficult to work with people depends on circumstances. The most important to listen to them carefully and you take it seriously. Anyone can have a bad day and important to not take it personal if the guest is not acting appropriate. However, there is a line for violence, abuse cannot be tolerated by the guest towards the staff and the other way around. (Manickas and Shea,1997)
Communicating with housekeeping department, restaurant, and maintenance team, and they are reporting to the Duty Manager or the Head of the front of desk. It is a teamwork but also important to work independently. 
 In case of emergency, they are responsible to evacuate the hotel or call the police in its necessary. Their responsibility to check in customers and make sure they are representing the brands standards. They keep their eyes on details for modern slavery such as passport control, forced labours or sexual exploitation. (Balch and Rankin, 2014)
During my placement I realised guest love being welcomed with a big smile, having a quick chat with them is beneficial. I learned something new every day, because you must face more and more situations and problems. I learned something different every day as the reception is the busiest place in the hotel and you need to act and think quick and use all your skills to solve problems and answer questions.  
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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?


	
Present positive attitude 

	 
Handle the day with professional manner

	
Confidence will help me through the day and help to grow more skills 
	
Complete more training regarding my position to make sure I am able to handle most emergency situations

(Gopinath, 2020)

	
Ask support

	
Ask help from another member or in case of problem I will report my shift leader or assistant manager of the hotel

	
Random situations can occur any time 
	
Ask to find replacement to make sure we have enough staff to serve guest without service distraction
(Hwang, et al., 2014)

	
Follow handbooks and Guidelines

	
There is a handbook also phone support where I can find solutions for different situations or ask help 

	
I can grow my hard skills and having more information about different procedures 
	
I make myself familiar with the guidelines to find solution if I need
(Baker, Bradley and Huyton, 1994)

	
Facility preparation 

	
Make sure everything is ready for shift, workstation is prepared with all equipment, beginning of shift, for example luggage room and express check ins
	
Allows me to give time for staying at reception and concentrate to guests helps in time management
 
 
	
I would ask my colleagues to leave the working area prepared for following shift 

(Claessens, Van Eerde, Rutte and Roe, 2007)

	
Provide the best experience to guests

	
Use routine to serve guest and follow my training
	
Guest having the same experience without noticing staff shortage 
	
Practice based to related training program recomended
(McColl-Kennedy, et al., 2015)



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 is a very well organised menu system to make booking, modify, amend or cancel them even transfer for other site, they store and collect data from guests and maintain all the services.  At Premier Inn the hotel management system called BART. During this management system you can see the vacant rooms, communicate, and leave not for your current or for following shifts. Because of digitalisation there you can set, duplicate room keys, take payments and billing to the customers. As the environment protection is important this system sending paperless bills to the guests e-mail address automatically.  In case of internet connection, you need to fill up papers, but it is very rare. 
In the system you can update and add extra services and see if they need to pay or process different discounts for example employee discount. They can run different reports about how many rooms are occupied, or how many guest ha to be expected to have breakfast or dinner. The system recognises all the guest who are returning. 
Not just front of house but back of house staff also use this system as housekeepers marks all the vacant and clean rooms. (Avinal, 2006) (Gulmez, Ajanovic and Karayun, 2014) (Pucciani and Murphy, 2011)


	
Element 2 – Hotel reputation


	

Based on the reputation of the hotel, guests have expectations about the services. The structure of this largely depends on the marketing of the brand, which is an excellent basis for the presentation and for determining the market situation and communication.
The reputation of the hotel is a very sensitive area, it can easily be changed in a negative or positive direction. Unfortunately, in today's world, with the help of the Internet, it is immediately apparent if a hotel does not perform well, since when choosing a hotel, one of the first considerations is valuable feedback.
However, the converse of this is also true, because if the hotel offers professional service, the hotel will generate interest and thus profit. A high profit promotes market stability, further innovation, and the weakening of competitors.
The media power of the new modern trends cannot be neglected, for example the use of influencers, because those who reach many people and present their experiences during a possible hotel tour are reasons. The traditional word of mouth recommendations works great for immediate family members or friends, and who wouldn't want to stay in a hotel that the recommended people know. (Diéguez-Soto,  Fernández-Gámez and Sánchez-Marín, 2017) (Jalilvand, et al., 2017) (Mmutle and Shonhe, 2017)





	
Element 3 - Communication 


	
In hospitality we are face to face meeting our colleagues and our guest. We are asking, requesting, complaining, passing information to each other while we are providing our services.  In house communication is very important as we are part of a team.
Clear and understandable communication is very important. This plays an important role, starting with the interview and continuing through the training and everyday work.
Management communication must be simple and informative, and it is important that employees always have the opportunity to ask questions if they do not understand something. Communication has to go back there. Respect and body language are also important, which is part of communication.
Communication with guests is based on professionalism and providing information as efficiently as possible. With the quality of communication, we can oblige the guests or arouse dislike in them. As a representative of the brand, it is important to keep in mind the importance of the store's success during the work.  
(Ettinger, Grabner-Kräuter and Terlutter, 2018) (Sigala, 2003)


	
Element 4 - Staffing 


	
	

The hotel staff is organized hierarchically, but each position has a key role in providing service. The work candidate must be professional, but it is important that the employees work as a team in all over the premises.
The selection of the right applicant helps to improve work. Since we have to deal with people, it is important to support applicants with a positive attitude, hardworking and dedicated, if possible, with natural enthusiasm. However, the absence of knowledge can be picked by appropriate training even for a completely beginner.
Regarding the positions, it is important that, in addition to the brand's standards, there are also several tasks that are essential during work. These are regulated by law, for example Health and Safety, Fire Safety, COSHH, RIDDOR,  Alcohol License and many others.
Managers are generally the most experienced and skilled individuals who have adequate managerial experience. Real leaders should be creative and able to communicate and motivate employees. A good management do not only stands as an example, but also make sure they does not put too much pressure on them.
From time to time, there are new trainings that help in the proper training of the staff and in improving the efficiency of the work. If its applicable they reward employees. 
In addition to the safety of selection, attention must also be paid to the appropriate number of workers in one shift. If there are too many workers, we take away from the profit, and if there are few, they will be overloaded, and the speed and quality of the service will decrease. We must also ensure that the employee is undisturbed even when he is sick or on leave.
To improve the mood and productivity of the employees, it is important to consider them, which can be different types of attention or other benefits, such as team training. Since they form a team, it is important that they start working at the earliest possible age, as it is much more efficient to retain a good workforce than to constantly employ and train new people. (Boon, 2007) (Lockyer and Scholarios, 2004)
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