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	“Receptionists at hotels interact with guests on arrival, departure and during their stay. A hotel front desk employee can help create a good first impression, increase customer satisfaction and build a positive reputation for the hotel” Indeed Editorial Team (2022)  

There are many skills required to work on the hotels front desk as they are the first point of contact when guests enter the building. Receptions need to ensure they are well dressed and presented and have a welcoming attitude towards the guests keeping in mind body language and facial expressions as this will make the guests feel welcome and safe when staying within the hotel, knowing if there are any issues the member of staff is willing to help.

A good and clear telephone manner is required as there will be guests calling to enquire about room booking and cancellations or any issues they have and this will have to be solved by the receptionists and giving any clear information they may need to solve their queries.

Working under pressure is an important skill needed when working as a hotel receptionist as sometimes bookings can arrive at the same time causing a queue therefore receptionist will have to confidently just work through signing in the guests and sorting out any queries they may have also be able to explain some rules that are set in place within the hotel for example since COVID housekeepers will not enter the room to clean unless this is requested at the reception and the guests are out of their room also informing them about breakfast and checkout times. “A hotel reception is a busy place to work, and a receptionist will often be managing several different tasks all at the same time” Primary Agency Recruitments (2020) 

It is integral for receptionist to have patience when working on the front desk as there will possibly be some guests who will cause a scene or put a complaint in about the room or service, there for receptions will have to be mindful about how to react to the guests to ensure they are able to get the guest to calm down without the guests getting more agitated or aggressive. Receptionist will have to remember the protocols when having such guests. Working patiently also reduces the risk of making mistakes within the job role. For example within the hotel I am carrying out my placement there was a guest who was brought in by social services, who was going through a tough stage but was also an alcoholic, the guest would spend most of their time downstairs in the reception and talking about their private life and irrelevant topic as receptionist we would have to ask her to not disclose her personal life as there are more people around and it was not appropriate for her to disclose this information for the public, this guest would also come down for breakfast and fall asleep at the table therefore wither management present of front of restaurant staff would have to wake the guest up and ask her to go up to their bedroom as this was not the appropriate place for them to sleep. 

It is important for receptionists to have good computer and IT skills as majority of the data is all done online, when guests arrive bookings are done online, any amendments that need doing are also done online. hotels use computers for majority of their data and being IT literate allows you to be able to work properly storing information correctly. “Technology allows continuous communication and streamlines the guest experience, from reservation to check out.” Kumar, P (2021)

Receptionist should be open minded and free from judgement when attending to guests, they should treat all guests the same ensuring they feel welcome when coming in from possibly a long day at work or anywhere else. Guests shouldn’t feel that receptionist is looking down on them for the way they look or talk. From the previous point of the guest I spoke about we had to ensure although they were quite full on we were able to behave in a professional manner to make them understand the right way of doing things whilst in the hotel to ensure nor they or any other guests complain or have a troubled stay as that will not be good for business and will make the hotel in doubt for their return 

Sawyers, S (2018) emphasises that “Reception is the art of receiving. Welcoming entrances and reception areas provide the best guidance for a Hotel guest on ‘what to expect’” 
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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?


	To ensure the hotel is represented well to the guests I will out the needs of the guests first by being proactive, organised and forthcoming. Firstly, I will give the guests a warming welcome and ask them how I can help, giving them the satisfaction that I will do everything I can to meet their needs, providing them information of the breakfast times, checkout/check in times and making them aware that reception desk is open 24 hours if they require any help with anything. Ensuring if guests are driving they put in their number plates to refrain them getting a ticket. Guests are likely to enquire about places to eat and sight see I will be able to provide recommendations and guidance of all the different opportunities available within the area. I will have to ensure the desk is clean and tidy as that is the first things guests will see as they enter the hotel and having completed ECIs (Express Check Ins) to ensure check ins are done quickly and effectively. I will maintain a professional attitude and try to overcome any issues that may arise, follow protocols and procedure ensuring nothing is out of place and everything runs smoothly under my management. 


	Having the flexibility of being able to alter shifts and roles is important in emergencies, such as manager phoning in sick. To ensure operations runs smoothly under my management I will ensure communication is open between housekeeping and maintenance team to make sure information is getting passed on correctly and efficiently. I will keep guests updated on any disruptions that may be taking place during their stay for example fire alarms being tested. 
	I believe my plan to be effective I am most focused on prioritizing guests and putting their needs first as this will encourage them to return and give the hotel a good rating/ review. By keeping up to date and aware of the procedure should reduce any misunderstanding of meeting guests needs and standards.   
	To ensure quick resolution of such scenario in the future, I would create a manual for myself and other employees for guidance of how things work in all departments which will help them complete task which they may be struggling to do. Ensure staff are finishing on time to reduce wages, this could be done by giving certain amounts of rooms to housekeepers depending on their strengths and in fairness to other staff on shift. Assigning separate tasks to each employee so not just one individual is responsible for meeting the needs of all guests, ensuring teamwork within the hotel will help build up the reputation and take pressure off employees when emergencies occur. 




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)


	
“A property management system (PMS) is a software that facilitates a hotel’s reservation management and administrative task” Altexsoft (2022)
It is important for staff to be aware of the safety of PMS as this hold vital information of guests and the hotel, the PMS software shows when rooms are free and ready to be assigned to other guests, which allows receptionist to allocate the rooms when check in times begin.
The Property Management Systems (PMS) will make it easier to assign housekeepers their jobs which need to be done on the day. (Zayed et al, 2022) 
Premier inns Property Management Software (PMS) is known as ‘Premier Innsight’ its set up to guarantee the best service for the guests. It is linked to the hotel reservation systems which allows them to be able to view all reservations and occupancy of the hotel, which makes it much easier when assigning room and passing information to guests who may be looking to book in and allows the receptions to notify them if they have any rooms available and the prices of the rooms.





	
Element 2 – Hotel reputation


	
“Hotel reputation management is all about monitoring and influencing how your hotel is perceived online” Boley, M (2020)
A basic role of the hotel industry is guest satisfaction. If a guest is satisfied they are most likely to leave a review online or use word of mouth to praise the hotel which will build up the hotels reputation and will encourage the guests to return when in the area next time. 
93% of people find reviews important when determining which hotel to stay at. (Customer Alliance, 2022)
Replying to reviews and thanking guests for their feedback is always a good way to build up the hotel reputation as it shows hotel staff interacting with their guests whether negative or positive reviews, accepting mistakes and inviting guests back will may encourage the guests to come back again hoping for a different experience also wills how others reading reviews that the hotel has acknowledge the problems and will keep it in mind and try to refrain from it in the future. 
“Online reputation management is becoming hugely important to hotels because reviews have a direct correlation with demand” Burr (2020)
A clean and attentive hotel speaks volumes for guests during their stay as the first thing they will notice is the cleanliness of the hotel and the room also the welcoming attitude of the staff, these are the main points guests comment and review on when staying in a hotel. The more positive reviews a hotel gets the more their reputation builds up which gives the hotel a better chance for publicity and business. 
The hotel reputation depends on the amenities the hotel has to offer and the location of the hotel as this encourages guests to return back. (Cheng, 2021)





	
Element 3 - Communication 


	
“A business that promotes the benefits of good communication will result in employees understanding their roles and responsibilities and build a positive relationship.” Johnson, E (2022) 
Having clear communication skills is important within a hotel industry as this helps the team to work together and understand each other properly which ensure the hotel runs at a nice and effective place. Being able to pass on clear instructions and advice allows others to understand what is needed to be done, keeping staff up to date of any changes that are happening or will happen is important as that will allow them to prepare for the changes that are to come. There are various ways to communicate with others such as emails, telephone, braille and hearing loops, this allows the communication to flow correctly and easily if someone has any issues understand speech. 
“Good communication is required for efficiency of service as this will create a positive experience for guests, making them feel welcoming and relaxed, this will also allow front of house to create a good rapport with their guests and meet their expectations.” Connell, J (2023) Guests are always wanting a friendly face or sometimes just a conversation with someone after maybe a long tiring day at work.
Miscommunication is a likely cause for conflict between staff and guests, which is why it is integral information is clearly passed over to avoid causing any issues which could also harm the reputation of the hotel depending on the situation. 


	
Element 4 - Staffing 


	
It is important when hiring staff, they are aware of the employees’ background and asking questions to get a clear idea of whether they are suitable for the job, as by hiring someone that is not suitable may harm the reputation of the hotel, the workload of other staff and the team effectiveness. Management will have to ensure they don’t over staff or understaff the hotel as this is likely to cause issues with hours or even overworking the staff that are available, they will have to ensure they have enough staff in when other staff are taking holidays to ensure the hotel is running smoothly and all jobs are getting completed accurately and on time. As management they will need to be able to complete regular appraisals and one to ones with the team members to ensure they are coping and are happy within their job or whether they need any support with anything. “We operate a number of programmes across the Company, including our award-winning induction programme, industry-leading training” Whitbread (2023) It is integral for staff to be able to complete the ‘academy online’ training which is crucial to any role within the hotel industry as this gives staff the training and knowledge they need to work safely. “Given the training to succeed and the opportunity to progress, there are no limits to the ambitions of our team members.” Whitbread (2023)
Keeping staff happy is crucial for their job role to ensure they work to their best of their standards. Praising staff for their efforts and achievement and giving them work benefits will allow staff to advance in their job roles and encourage them to work better. Having team building sessions and encouraging staff to work as a team will relieve some stress and have a better impact on them and their job role. (Astuti et al., 2018)
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