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During my time at Delta Hotel by Marriott, I was fortunate to gain valuable knowledge about front desk operations. I had the chance to observe the employees and management team handling various situations, communicating with customers, and utilizing diverse skills to ensure a successful shift.

The hotel's front desk holds great importance as it serves as the initial point of contact for all guests. It is responsible for handling customer complaints and resolving issues that may arise. My experience at Delta Hotel by Marriott has taught me that having the right skills is crucial for succeeding in this role.
 
Communication skills: are essential for engaging with others and sharing information. If a hotel does not understand and listen to the needs of its target audience, it will not be able to reach its goals. Hotel and resort personnel must be able to communicate properly to provide comfort for guests from all over the world (Dewnarain et al., 2019). Effective communication with guests and other departments is a crucial skill for a front desk operator (Zippia, 2023). One of the things that surprised me during placement was how the employees from the front desk will do everything to communicate with the customer even if they don’t know the language spoken and were trying everything to make the customer feel at home and provide the information needed in other languages not just in English.

Multitasking and good organisation: Every shift I have been on while at the front desk has different tasks that need to be done by a certain time, but they will always prioritise the customer that comes to the front desk and his needs. They would answer the phone while responding to emails from the customers, doing check-ins and check-outs and at the same time responding to complaints, their ability to prioritise and multitask was amazing and they were ensuring that everything goes smoothly and fast as every single minute counted and the customer needs to be attended as soon as possible for the best service (Magnify School 2021).

Digital skills: As a receptionist, it's essential to have the hard skill of understanding the hotel's computer systems and efficiently navigating them. This knowledge enables you to quickly address guest issues such as double bookings or incorrect room assignments and provide them with prompt assistance (Patrick, 2022). Every hotel uses a different Property Management System (PMS), and training is provided at the start of the job, with refresher training offered throughout the year as the system is constantly improving. I have been practising using the system and have learned about various tasks such as check-in, check-out, refunds, payments to other departments, checking customer information, reports, refunds, and checking past reservations. In 2018, Marriott partnered with Salesforce (the CRM global leader) to adopt one of the best guest recognition technologies - the GXP. This system allows employees to access guest information, and reward status and enables guests to chat with the hotel to inform them about changes and preferences related to their room (Salesforce, 2018).

Problem-solving: During my placement, I observed that hotels tend to oversell their rooms in anticipation of cancellations, with the aim of maximizing their profits for the day. However, if all the guests show up, this presents a problem that requires effective problem-solving skills to find the best solution for the guests and to accommodate them in another hotel. Marriott is not the only hotel that employs this strategy as we had guests from other hotels coming in too. The booking process is more complex than a regular booking because the customer may have already paid with the other hotel, and all the necessary information must be transferred from one hotel to another. I noticed how calmly the staff handled day-to-day issues such as room allocation, accommodating guests with special needs, finding a new room for guests who were dissatisfied with their current one, and resolving problems with rooms that guests had already checked into.

As I reflect on my placement at the front desk of Delta Hotel by Marriott, I have gained valuable insight into the essential skills required to be a successful front desk operator. While I have only listed a few of these skills, it is clear that: customer service focus, attention to detail, cultural awareness, teamwork, flexibility, endurance, and respect are all crucial in this role as well. I am very grateful that I have been given the opportunity to work and know a lovely team and that I had a lot to learn from them during my stay. 
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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?


	Announce the other departments about the situation as other departments managers have training at the front desk and they myth help.

	I plan to inquire about any additional tasks that are essential to my role beyond the regular front desk duties. I understand that there may be specific reports that the manager needs, which differ from those completed by employees. I am committed to ensuring that my shift runs seamlessly and without any incidents.
	The regular front desk staff may not handle all the tasks that a manager would, so without proper training or guidance from a more experienced individual, important reports that require filing and submission by a deadline may be overlooked.
	In every department, there is an assistant manager who can take over the manager's duties in their absence, and who has received the necessary training to perform the job. If this hotel did not have this role in place, I would consider discussing with the directors or the company's owner the significance of having this position and individual in place for the efficient functioning of the company.






	Ensure that the front desk and facilities and in good working order and follow the brand standards as all departments have one in place.


	At the beginning of each shift, the manager is responsible for assessing and examining all areas to identify any issues that require maintenance or attention from the housekeeping team. I will ensure that this checklist is thoroughly completed.
	At the start of your shift, it's important to conduct a thorough check to ensure everything is in order. This gives you ample time to inform everyone of any issues and ensure prompt resolution, thereby maintaining smooth and incident-free hotel operations.
	Every morning, it is necessary to have a checklist prepared, filed, and verified by one of the front desk employees who has excellent attention to detail. This employee should receive proper training to ensure they are equipped to perform the check with accuracy.

	Organise the tasks for the day and prioritising an action plan


	To be a skilled manager, it is crucial to have excellent organizational skills. Creating a well-structured action plan is necessary to guarantee that all tasks are carried out according to company policies and procedures. Additionally, it provides a valuable reference for dealing with similar situations that may occur in the future.
	Beginning your shift with a well-defined plan and a comprehensive task list will enable you to stay on top of your responsibilities and remain highly organized. Additionally, this approach enables you to collaborate effectively with other departments, as needed and guarantees that everyone has the requisite information to accomplish their tasks for the day.
	Considering developing a new document to enhance our action plan and ensure preparedness in the event of a similar occurrence.



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 hospitality industry is a highly intricate environment where numerous tasks must be efficiently performed simultaneously to ensure guest satisfaction. Property management systems (PMS) are the critical solution to optimize operations, improve efficiency, and enhance the overall guest experience. These software solutions are specially designed for hotels and other hospitality establishments to manage their daily operations with ease and efficiency (Murphy & Pucciani, 2011). To ensure that hotels run seamlessly, a range of tasks must be handled when managing a property. Such responsibilities include front desk duties, reservations, maintenance, revenue and property data analysis, billing data analysis, housekeeping, and other related functions (Popovic et al., 2019).
Property Management Systems (PMS) cover a broad range of functionalities that include reservation management, front desk operations, housekeeping, reporting, billing, and guest profiles. These features are integrated into a single platform, allowing hotel staff to manage their property more efficiently without the need for manual tasks, paperwork, or fragmented systems. By automating and centralizing operations, PMS helps hoteliers save time, reduce errors, and focus more on providing personalized and exceptional guest experiences.
PMS is a powerful tool that streamlines the check-in and check-out process, allowing hotel staff to quickly access guest details, confirm reservations, allocate rooms, and process payments effortlessly. This results in improved operational efficiency and a delightful guest experience by minimizing wait times and ensuring a hassle-free arrival and departure process.
In addition, property management systems offer up-to-the-minute insight into the availability of rooms, rates, and inventory (eHotelier,2021).







	
Element 2 – Hotel reputation

Maintaining a positive reputation is crucial for hotels in today's competitive market. It is a well-established fact that reputation management is of paramount importance in the hotel industry. By building trust with potential clients and nurturing relationships with current and past customers, hotels can significantly boost their revenue (Franco et al., 2020).
 Alrawadieh et al. (2021) assert that maintaining a positive reputation is integral for global luxury hotels to drive sales and achieve maximum revenue. By adopting this strategy, these hotels are also able to enhance their brand identity and solidify their position in the market.
A hotel's reputation and image affect its occupancy levels and popularity among guests, which can lead to growth and development opportunities for the business. Hotels must place customer satisfaction as their top priority and guarantee a secure and respectful atmosphere to maintain a favorable reputation. It is imperative to prioritize guest safety and security to uphold their popularity and positive image.
Currently, customers and clients have the power to express their opinions about services with ease, thanks to technological advancements and social media. The hotel industry is not exempt from this trend, as modern consumers use technology to broadcast their feedback on a global scale. It is crucial for businesses to take note of these reviews, as they can have a significant impact on their reputation (Ansari et al., 2019).
To maintain an excellent hotel reputation, providing guests with prompt and personalized responses to their reviews is essential. This approach not only highlights the hotel's appreciation for their feedback but also shows its unwavering commitment to ensuring their complete satisfaction. By acknowledging positive reviews with gratitude and addressing any concerns mentioned in negative reviews, the impact of negative feedback can be significantly reduced. Moreover, this initiative-taking approach serves to highlight to prospective guests that the hotel is extremely attentive to their needs and desires. (Zang, Meng, Li 2019).










	
Element 3 - Communication 


	

In the hotel industry, effective communication is essential for achieving seamless operations, ensuring guest satisfaction, and ultimately achieving success. By facilitating clear and accurate information exchange between staff members, departments, and guests, communication enables timely problem-solving, seamless coordination, and personalized guest experiences.
Effective communication is an essential skill that facilitates the exchange of information and fosters connections between people. For hotels to succeed in their objectives, it is imperative that they understand and pay close attention to the needs of their target audience. This is especially critical in the hospitality industry, where visitors from around the world converge in hotels and resorts, and staff must communicate proficiently to ensure their comfort (Dewnarain et al., 2019).
Providing guests with clear and concise information is of utmost importance. It is crucial for hotel staff to listen attentively to their needs, requests, and concerns to offer personalized service. By paying close attention to guests, their preferences can be understood, and interactions and services can be customized accordingly. This involves sharing comprehensive information about hotel amenities, room features, dining options, check-in, and check-out procedures, as well as any special services or events. By presenting information in an organized and easily understandable manner, guests feel informed and confident during their entire stay (Scot-Halsell, Blum, Huffman, 2012).

























	
Element 4 - Staffing 


	
Efficient operations and exceptional guest service in hotels require several crucial components, and hotel staffing is no exception. The organizational structure of a hotel plays a vital role in establishing the hierarchy and reporting channels within the staffing framework. It clearly identifies the different departments, including front office, housekeeping, food and beverage, maintenance, human resources, and others, and outlines their respective roles and responsibilities. According to Davronov et al. (2019), the hotel industry heavily depends on its employees and workers, who serve as the backbone of any business organization. Their valuable contributions are crucial to the industry's success, as they are responsible for providing customers with a positive and memorable experience.
Selecting the appropriate candidates for different job roles is crucial. This involves identifying the staffing needs, advertising job vacancies, evaluating applications, conducting interviews, and ultimately making hiring decisions. In the hospitality industry, individuals with relevant skills, expertise, and a focus on customer satisfaction are often preferred as potential employees.
It is imperative to ensure that hotel personnel receive adequate training and development to excel in their positions. Training programs should cover critical aspects such as hotel policies and procedures, job-specific competencies, customer service, and professional advancement prospects. Regular training is vital to keep staff up-to-date and performing at their best.
Creating a positive work environment and fostering employee engagement and motivation are essential. This can be accomplished through employee recognition programs, incentives and rewards, team-building exercises, opportunities for growth, and open communication between management and staff.
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