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	As part of the third module of the BA International Hotel Management degree, I am going to work placement at the Breadsall Priory Marriott & Country Club where I am assigned to attend. Working at the hotel front desk, we do require a range of essential skills, as I discovered throughout my time working at the front desk. The first aptitude is spoken communication. When conveying the initial encounter between the consumer and the hotel, this is the first point of contact in front of the hotel. Important information should be adequately communicated at this point in order to meet the needs and raise expectations. The owner will be very pleased if the results show that the service received a good rating; but, if a low score was found, the hotel would need to devise training programs in order to improve customer service (Jawabreh et al., 2022). To achieve a good balance of staff to stay on the front desk Breadsall had 2 staff to ensure the goals are met. This includes checking in or out of clients, taking payments, listening to customer requirements, and answering phones. Most customers will come up to the front desk to require information. One instance was the time when a couple asked what time the lunch is served and asked the directions to the Cast Iron Bar & Grill restaurant. 

With this, you require good communication skills and Inter, and Intrapersonal skills, which involve solving problems, conflicts, stress, and being empathetic towards visitors, which are considered right for the hotel. According to Somlai, research was conducted on how important personality trait is useful for a successful hotel (2019). 

Good social skills are necessary to operate at the front desk, claims Carla (1997). Since the pandemic began, individuals are interacting less due to everything being online, self-checking in and out, emailing, and youngsters working on computers or playing video games at home. A training program is necessary to help staff develop their social skills and connect with clients in a suitable manner. The hotel will stand out or be recognised for its excellent image and customer service, which will bring back the customer or cause them to suggest it to others. All employees at the Breadsall Marriott Hotel dress professionally in sharp uniforms, and the front desk personnel has access to all information at their fingertips should they require it. The staff is knowledgeable and equipped to handle any questions that may arise. The personnel is aware of all the room sizes, standards, suites, and other information thanks to the computerised inventory system. I've seen that Marriott Hotel staff members are quite friendly and articulate.

Having management skills is a requirement for front desk work. Most of his decisions, including how to keep the key cards secure, perform services on time, and ensure that your guests have a good time, were made here and communicated to the clients (Zhu, 2022). In order for an organisation to function, an executive must have specific qualities known as management skills. This includes avoiding crises and quickly resolving them. Employees will be inspired and guided by management to reach higher levels of productivity (Simplilearn, 2022). While I was at the front desk a customer wanted towels, this required the staff to console that we will provide towels please allow 20 minutes to come. This was communicated with the housekeeping team and the procedure was followed straightaway. The quick response makes the customer happy, and this enhances the ability to show the credential of the hotel.

The team at Breadsall maintains a courteous and welcoming atmosphere while understanding and supporting guests' needs throughout their stay. This makes the visitors' overall experience appropriate. Front desk clerical knowledge is also necessary. Different computer and IT-related responsibilities are involved with the front desk. In the hotel, where many administrative tasks are carried out at the front desk, there is a lot of software handling. The POS system displays all of the hotel performance and room data here (Wale, 2022). I wasn’t able to use the computer because I don’t know everything about the hotel, but I was taken about how quickly they respond and are efficiently they handle all the complaints with no strain and calmly. Overall, I would say that the hotel is a must-visit location.
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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?


	Get to know your guests before arrival, by email through the pre-check-in form.


	During their stay collect feedback through login to the Wifi or order room service through the tablet
	Getting feedback can bring issues to light that the hotel might have been unaware of.
	Check the performance at the end of the night of what activities or requests are required and make sure the required necessity is stocked up. 

	
The technology can gather information on the purpose of the trip.

	Organise a bottle of wine for a couple or birthday cake if birthday, suggests activities or restaurants for business travellers. 
	These acts make them feel welcome and happy during their stay.
	Having their details in the hotel computer system we will know more and more about them and following other surprises for further visits, bringing image building of the hotel.

	Provide a warm greeting for visitors.
	If they are regular customers and there are spare rooms offer them an upgrade.
	This can improve the visitor experience and go above and beyond what they may have anticipated.
	Leave feedback notes to note their experience. 

	Keep the packages simple so the customers will get attracted to take the bookings.


	Make sure to tell all staff to attend to visitors when needed as required.
	You must provide them with good value and something that will excite or intrigue them personally.
	Use social media and other kinds of communication, including as text messaging, WhatsApp, and phone conversations, to establish a connection that can develop into a relationship.

	Avoid mistakes.

	Be open to receiving customer feedback and try to improve there and then.
	For example, if they want extra towels, ring housekeeping and arrange it quickly. Make sure all staff are alert throughout the day, so the manager is happy after coming back to work.
	Have a one-to-one conversation, explaining how you will be dealing with the complaint, and then follow up if they were satisfied with the agenda.



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 purpose of property management systems (PMS) is to provide outstanding guest experiences by monitoring the effectiveness of hotel business operations. The hotel may manage front-office functions with the help of this software, including booking, guest check-in/check-out, room assignment, and controlling room rates and billings (Oracle, 2020).

The key elements of hotel PMS systems are quite helpful and may automate and streamline several daily operations. These can include making reservations, conducting transactions, checking guests in and out, and providing other guest services. Staff members can access a cloud-based system from any location with an internet connection. The system enables the secure collection and storage of visitor data that shows consumer purchasing trends. With the use of this data, services can be developed with those clients in mind. When a customer checks out, the housekeepers can be notified so that the room can be cleaned right away. Some system housekeepers are able to record updates on the state of the room, allowing users to request repairs via the system.

The administration of reservations is a crucial feature of the majority of hotel PMS systems. This can track activity bookings, payment collection, reservation emails, and room bookings and inventory.

A revenue management module can adjust pricing yearly in accordance with a number of variables and evaluate local competition prices and special events. This aids in ensuring the hotel's year-round optimal occupancy rate (Indeed Editorial Team, 2023).

A PMS enables all workers to coordinate all tasks between all departments. This reduces labour costs and enhances the client experience (Bhatnagar, 2019).


	
Element 2 – Hotel reputation


	Maintaining the hotel's reputation is crucial for commercial operations, especially in an environment of intense competition. Before making a reservation, customers look for a lot of information online and on social media. Even though your reputation and image are digital, you still need to maintain them (Whatman, 2017). 

96% of customers chose hotels based on online reviews, per Tripadvisor's research. 53% of travellers shy away from lodgings that don't acknowledge reviews. It's crucial that hotel owners respond to customer reviews because this is how they can determine what improvements are needed in the hotel to make sure it increases the success of the hotel and make it more desirable for returning or attracting new guests (yieldPlanet, 2018). Responding to bad reviews is also essential, this allows the customers that you care about their needs and are determined to address the faults.

Designing a decent, beautiful website that is properly optimised is vital for staying visible. To draw visitors, regularly write blog articles on topics like events, hotel updates, and menu items. Provide a downloadable app where your potential clients can access regular updates. Create landing pages for neighbourhood attractions with a link to make a reservation at the hotel attached (Keystone Hospitality Property Development, 2013).

Another essential element is for hoteliers to provide incentives for customers to post reviews. When you have a one-on-one interaction with a customer and determine that they are satisfied with the services, this is when you should ask them for a brief review.

















	
Element 3 - Communication 


	Communication is critical to a hotel's success. Effective communication is critical to the success of any hospitality business, whether it's communicating with clients to ensure their satisfaction or collaborating with team members to offer exceptional service. 

In the hotel industry, effective communication is crucial because it helps build relationships with customers, solve problems, and create memorable experiences. Clear communication and avoiding misunderstandings can help to keep operations running smoothly. As visitors are unfamiliar with the area, it’s important the staff provide clear and concise directions.

Strong communication skills are essential since the ability to provide excellent customer service is sometimes critical to a company's success. Understanding the client's needs and giving information and assistance when needed are examples of successful communication (Les Roches, 2022).

It is critical that the employees are competent communicators and demonstrates empathy to all guests, even those who struggle to speak due to cultural differences or disabilities. 

The goal of communication in hotel operations is to keep employees engaged and morale high so that the workforce stays connected to the organisation. Problems can be solved successfully and rapidly in this manner. This allows for continuous development of both management and staff.

Setting up communication channels such as email, noticeboards, or vocally informing personnel are important factors for hotels to boost communication. Understand and know your employees, and ensure that communication is timely, both urgent and non-urgent. Encourage employees to provide feedback; this builds faith in them that you will make sound decisions based on their input. Prioritising communication at the hotel will benefit the entire hotel in a variety of ways, including increased performance (Elle, 2022).


	
Element 4 - Staffing 


	The process of hiring, choosing, fostering, promoting, and compensating workers to carry out various tasks for the business is known as staffing. There are many different jobs, duties, and personnel requirements in a hotel. Organisations must train their staff to raise their skills to execute a certain job in light of the growth and development of technology. With the support of a training programme, employees are able to grow more generally, fewer accidents occur, and the company's revenue is generally increased (Geektonight, 2022).

The staff members in the accommodations department consists of a maintenance officer, a head housekeeper, a housekeeper, and a room attendant. Each of them is tasked with providing their employer with feedback as part of their duty. However, the main responsibility is ensuring that the bedrooms are properly served to uphold the hotel's high standards. Give the proper staff the right jobs. Clean the bathrooms, stock up on enough amenities, change the linen, and arrange the fixtures and fittings if anything is broken. 

The head receptionist, an assistant receptionist, a porter, and a night porter staff the front desk. The head receptionist and assistant receptionist are in charge of accepting reservations, making sure the staff has the right information, and handling complaints. Delivering luggage to bedrooms, setting up conferences and events, and handling stolen goods are among porter responsibilities. To make an impression, all staff members' abilities and attributes should be personable and professional. They coordinate the timely completion of assignments as well (BBC, 2023)
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