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Within the hospitality industry, it is essential that staff members working on front desk should acquire certain skills whilst working on shift. As we are living in a moderate world where technology is everywhere, the procedure to booking a room in recent time has changed over the past few decades. Therefore, it is important that receptionists are trained well enough on dealing with online reservations based on how their company operate. Regarding someone working on front desk it is declared that they should know how to use Microsoft office and software programmes (Hcareer.com,2021) as majority of the work assigned to employees is based on using a computer. Although technology is at its peak surprisingly it is also reported that hotel industries focus more on recruiting employees who are excellent in communication skills and interpersonal skills instead of someone who is highly qualified in technician (Shin et al.,2019). 
I have learned a lot from my line manager who usually works on front desk as well as the receptionist and what I observed most importantly is the fact that communication is the main key skill. 
[bookmark: _Int_FznSS08V]Although in most workplaces, phones are usually not allowed within the hospitality industry sometimes you are left in a scenario where you must communicate with other members through phone messages or by leaving important notes onto the system for the next staff members clocking in later as it a 24/7 operating service. Receptionists need to interact with all sorts of people such as managers, housekeepers, maintenance people. Delivery workers as well as many different guests, therefore communication professionally with fluent language, positive gestures and postures as well as listening effectively will make the job easier. 

During my time at Premier inn Great Barr Birmingham,
I have also experienced another incident in which it became tricky for my colleague to handle with. For example, whilst being on placement the receptionist had a guest who had popped in to say that he had booked and paid for a room for the night whereas it was only a reservation that was booked. Realistically he had not paid for the night as the customer had not confirmed with his online banking therefore, he became furious and tried to get the receptionist to check him in. The receptionist had immediately contacted her manager who was not on shift, yet within five minutes the assistant manager had spoken to the guest on the call and explained the situation thoroughly which caused the guest to understand where he went wrong. After realizing that he was wrong he instantly apologised to us and confirmed his reservation through his online banking and was able to check in. The receptionist had a tough moment by working under pressure however she was able to get the job done
Based on this scenario it is important to always learn from every situation that occurs. Therefore, I believe one important skill that anyone working on front desk should possess is being able to work under pressure.
It is vital for people working on front desk to be able to solve problems, as it is described that the reason is because the very first person a guest will bring their problems are to receptionist (Doyle, 2020). If a guest complains that their room is not cleaned, and the manager is not available the receptionist should acknowledge how to resolve the complaint and try their best to deliver efficient customer service. The receptionist working on front desk plays a key role at the hotel and should also be able to multitask  at certain times, they will be left in a situation where they are alone working at the hotel therefore, they should be organised in such a way that they get everything done easily as they will have to answer phones, deal with different guests by checking in or out  and ensure the hotel is smoothly operating.
The truth is I need to work on gaining more soft skills and hard skills as it will help me out in my career ahead and what I would like to improve certain skills such as being able to speak multiple languages so that I can understand the needs of different guests and even work overseas as a manager. I need to act more professional whilst working on shift, by wearing appropriate clothes as I failed to do on my first shift. This results to looking more near and appearing as a standard gentleman working at a hotel. I would also like to improve my grammar so that I can speak more fluent to other staff members as well as guests as I believe I can represent myself in the best way possible. 

As a conclusion it is important that I develop all my weaknesses into strengths as I look forward to working as a receptionist on front office after completing my placement at Premier inn and hopefully, I will be able to obtain more hard skills to develop better as a person.
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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?


	I will make sure that the team is not over stretched and encourage everyone to work positive so that they can give their best efforts.

	I will allocate housekeepers into certain rooms and ensure that they have been given the right amount of rooms

	It is effective because it is well organized as everyone on shift knows their roles
	Whatever has been planned should be documented and given to the manager to see whether they like this action plan 

	
I will remind all staff members to give all our guests a sincere warm welcome, this will make them feel incredibly special.
	As everyone is doing a certain task, at any time of the shift if somebody needs help, I will ask another team member to help and assist
	All staff members are happily working, and this reduces less risks of anything emerging
	To encourage teamwork more, as at times of emergency it is mostly required.

	All members should be happy whilst working on shift as this will create a positive momentum around the hotel.
	The chef will be informed by me how many exact meals need to be prepared so that nothing gets into wasted.
	As I have encouraged everyone to remain positive, I believe no one will have an off day.
	Making sure that we recruit the right sort of people, someone who is flexible and can work in different departments.


	Every part of the hotel needs to be presented in a neat and clean way therefore every member needs to clean and maintain their area.
	Communicating with everyone so that they know exactly what they need to do as communication is the main skill

	It is effective as guest will see nothing wrong during their stay and will enhance customer satisfaction.
	

	
If someone is sick from any department, I will allocate another member who is multitasked into that department so that everything is running.


	Whatever negative feedback comes from any guest; I will instantly try to solve the solution.
	As everyone is communicating effectively with one another, there should be no confusions occurring.
	



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:

Introduction
The purpose of this essay is to highlight the main key factors in which hotels should consider implementing. It will discuss on four key elements such as Property management system, the need of maintaining efficient hotel reputation. Further on within this essay, it will also outline the importance of communication within hospitality and discuss why staffing is crucial.
	
Element 1 – Property Management Systems (PMS)


	
Within the hospitality industry every hotel has a property management system implemented. It is the central hub of running a hotel. Property management system is described as a hardware of software function that manages a hotel (Bardi, 2011). Different staff members in hotels are allowed to access this system such as Managers who observe on how the hotel is preforming. They will access the system daily to keep track on the revenue. It is their responsibility to solve any problems that occur by. In terms of confidentiality and data protection managers will only be given access to overlook.
Employees working on front desk will use property management system to arrange reservations and manage multiple bookings. It is affirmed that by doing these tasks online onto a system it frees employees from making errors and saves time
(Kritika, 2023).
It is their role to always keep a track on every guest by arranging within the software of which room to keep them in. They are given the responsibility to give out keys to guests that stay over and deal with checking in and out.
Cheffs working on shift will record into the system how much meals they prepared and update their stock count onto the system. Hotels will allow housekeeping to gain access onto the property management system as they will update which rooms are ready and provide constant feedback on which items need to be updated or ordered for the upcoming weeks. All staff members will clock in and out onto the system as it will record how many hours they have completed. In conclusion it is beneficial as it helps everyone in working accordingly and monitors everything within a hotel.







	
Element 2 – Hotel reputation


	
Hotel reputation management refers to the plans and strategies in which hotels use to monitoring online their services as well as amenities and brands (Darios,2023). As we live in a time where everything is online, hotels must recruit certain staff who can deal with their online reputation management.
The very first step for any hotel is to improve in maintaining good reputation as this will build more customers. They will be more likely to become committed to the hotel they stay with (Wai Lai, 2019). 
As third parties play a role in giving out information to viewers it is important that managers be aware of what is going on with their hotels. Sites like TripAdvisor, booking.com and google reviews will give all sorts of feedback regarding their hotels. Therefore, it is important that managers respond to all feedbacks. If it is positive feedback someone from the hotel should reply and appreciate to whatever has been addressed.
 On the other hand, whenever negative feedback emerges, managers should react to it immediately and try their absolute best towards solving it. Some hotels will also send out automated feedback surveys to customers who have stayed over, as this will help them improve in providing better services. Hotels should also engage in social media and try to attract viewers in visiting their premises, during different seasons they should advertise through social media regarding what offers they have. As hotels try to meet certain expectations in reputations it allows them to compete with other rival industries.






	
Element 3 - Communication 


	
Commnication is the most essential element within hospitality. Most hotels will provide efficient training towards staff members on the bases of effective communicational skills. It is essential that all staff members are aware of the types of communications as they will always face situations which require different sorts of communications. Managers will always communicate with every staff member as they will have to assign each member with specific roles. As guest are from diverse backgrounds and age groups its beneficial for employees to engage in separate ways. Using postures and gestures help the person to deliver the message more effective and if receptionists are unaware of the types of non-verbal communicational skills, it could lead to guest feeling unsatisfied.
 Studies have also shown that whilst serving food & beverages, employees who serve guest with a smile on their face leads to a higher level of customer satisfactory in comparison to neutral service employee (Kueh & Bagul 2012). 
Staff members will carry out many ways of communicating during their shift, one common way of communicating with one another in hotels is with the usage of written notes. As majority of the hotels are fully operating all day and night, it is always important for each member to update with one another on what has done or on what needs to be done. 







	
Element 4 - Staffing 


	
As hotels operate all day and night, the concept of keeping the same staff will be unlikely as it is an industry that always require new recruitment. Employees usually take jobs for short periods and leave after a while. Alongside this issue recent studies show that up to 102,000 vacancies were available in the United Kingdom during April to June 2021, this was due to recent crisis such as covid pandemic and the effects of Bexit (Michael, 2021). Within hospitality staff members are also likely to get promoted which is also why jobs are available. They should focus on paying their employees with decent wages and should provide bonuses as this will gain loyalty towards their staff members.
Managers should try and recruit employees who are multiskilled and possess various soft skills such as, being able to communicate, working under pressure, effective teamwork. They should also be qualified in Compuuter literacy as certain responsibilities are to work with software's and programmes. 
As new measurements are given out often by the company as well as the government, it is crucial that staff members take on training programmes so that they may know how to deal with issues occurring ahead.
Hotels that have good team leaders will have a higher chance in keeping their staff members happy. They should also provide services towards their staff members such as, being allowed to drink coffee, or soft drinks as well as having a staff room to sit in as it will encourage staff to work positively.
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