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  “An overriding determinant of successful organisational performance is the actions and behaviour of its members of staff” (Mullins and Dossor, 2013).
   Reception staff are like a book’s cover, they are the face of the company, the first-person guests interact with when entering a hotel. According to Hospitality Net (2023), “ travel and tourism professionals need to enjoy what they do and project this sense of joie de vivre to their customers.” Traveling is about creating memories , meeting people and having fun. Hospitality employees should come to work with a smile on their face as guests are able to ascertain our professional attitude and mood. This is why one of the main qualities of front desk staff should be the ability to genuinely smile, because an honest smile can compensate for an error. When people travel, they always have high expectations, many of them never get met. We can not stop a rainstorm, or make a flight depart at the scheduled time or predict a flat tire that can change the whole mood of our guests. What we can do instead is greet them with a warm smile when they arrive, show them that we care, and that we will do our best to create unforgettable moments. Majority of people will forget and forgive a mishappening of nature, but very few will forgive a careless and inconsiderate staff member.

 The Front desk person has a huge responsibility as he/she is the first contact of the guest with the company, and this encounter can make or break the entire experience. A warm smile and a friendly welcome can contribute to a guest’s exceptional customer experience. I think for a person to work as a front desk staff, they must have a high standard of personal presentation, be very polite, speak clearly, have excellent verbal and written communication skills, be patient and tactful, show empathy, have a very good telephone manner, be organised and have attention to detail, be able to multitask and problem solve. 
At Premier Inn, front desk staff are taught several behaviours they are expected to show when dealing with guests. The first one is the 15:5 rule, which means a guest must be acknowledged within 15 feet and greeted by 5 feet from the front desk, even if staff are busy. They have to be open, warm and enthusiastic, tailor the conversation according to the guests’ needs, turning each conversation into an experience by showing guests that they listen and care. Staff have to be knowledgeable of the brand’s offering, be proud and passionate about their job in every engagement with their guests. They should show guests that nothing, ever is too much to ensure a brilliant guest experience (Whitbread, 2023).
Front desk staff must think on their feet and find creative solutions to unexpected problems, such as overbookings or room maintenance issues (Borck, 2016). They must handle these situations calmly and professionally, communicating with guests to provide reassurance and finding alternative arrangements if necessary. Front desk staff must also be able to handle emergencies, such as fire alarms or medical emergencies, and know the procedures for contacting the appropriate authorities. Front desk employees work various schedules, including nights, weekends, and holidays, and their hours might be erratic. Therefore, flexibility and willingness to work what others would consider unsocial hours are a must for front desk staff. They also need to be adaptable and able to handle pressure in a hectic setting (Alter, 2016).
As I have experienced on a few occasions, the front desk is fast-paced and sometimes chaotic, so staff must be well-organized and able to prioritise tasks effectively. They must be able to multitask, handle numerous guests and tasks at the same time, and have the ability to think forward and predict the needs of guests. This requires good time-management skills and the ability to remain calm and focused under pressure. As most hotels utilise computers and have a PMS system to handle duties like check-in and check-out, room allocations, and payment (Wang, 2015), front desk employees must be confident in using and accessing these systems and entering all data into the hotel's property management system. Additionally, they must be knowledgeable about basic office programmes like email and word processing and possess the aptitude to learn new programmes as required. 
   Working at a hotel front desk is a challenging and rewarding career that requires unique skills and qualities. From exceptional customer service and effective communication to attention to detail and technical proficiency, front desk staff must be able to perform a wide range of tasks. They must also be organised, flexible, and able to think creatively to solve problems. A professional demeanour and appearance are also essential, as the front desk staff is the face of the hotel.
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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 handover notes from previous shift to find out necessary information for that day (check-ins/outs, any issues).

	
· Knowing the situation will help prioritise tasks, and deal with the day-to-day operations without much disturbance, and without affecting customer service.
	
· Experienced staff can handle check-outs that need invoicing or other more serious issues while I can deal with simple tasks, but at the same time learning from my colleague.
	
· Create an emergency staff list, for this kind of situation; it can be adapted for all other departments.

	· Ask one staff from previous shift to stay and help me or ask them to contact other staff that could come to help.


	· Having an experienced staff to help will make things easier in case there are difficult situations to deal with.
	· Working together we can share tasks and get jobs done and keep the business operational.
	· Collect names and contact details from staff at nearby sites who would be willing to cover shifts in emergency situations. Lists approved by Hotel managers and shared across sites.

	
· Ring nearby sites (if hotel chain) to ask if they have extra staff to send over to help.



	
· Knowing that a senior/ experienced front desk staff will be able to come and help for that day and I can learn from them will give me confidence.
	
· Ensuring that there is an experienced staff at the front desk will enable hotel operations to run smoothly, regardless of the emergency.
	
· Create work group chats for nearby sites where managers /supervisors can ask for help in this kind of situation.

	· Ask front desk manager at nearby site to be available by phone should any situation arise.




	· Will try and deal with the daily operations and guest queries as usual, but in case there are situations that are not familiar or more problematic, I can always ring and ask for help.
	· Having experienced advice at the other end of the line is always useful and helps deal quickly with any kind of situation.
	· Note down any type of situation encountered during that day and save it in a file for future reference. Keep it handy for staff to access in case things like this happen again.

	
· Keep calm and look professional.

	· A calm and positive attitude can help keep things normal and under control.
	· Being calm helps to see things easier and be able to focus on the tasks.
	· Guests will notice the calm and professional attitude and service will not be affected.



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 property management system (PMS) is a software that eases the reservation management and administrative tasks of a hotel. Simply, a PMS is the central command centre of a hotel, its most important function being to manage guest reservations seamlessly, centralising all bookings and requests in one place. Hotel property management systems became first available in the 1970s. Fifty years later, a lot of hotels do not have a PMS. Adam Harris, CEO of Cloudbeds, recently interviewed by Skift, said that a lot of hospitality businesses are still reluctant to invest in technology. “The average percentage of spend for technology in the hotel industry is like a fraction of what it should be” (Harris, 2022). The PMS is the hotel’s backbone as it simplifies coordination of various functions of guest management, front office, housekeeping, sales, planning, and reporting. Through PMS, hoteliers can manage even remotely the entire operation: front desk, customer data, rates and promotions loyalty programmes. A PMS can have several modules depending on the size, type and needs of the operating company, but all of them have compulsory modules such as: Reservation and distribution (includes Channel Manger, Central reservation system/CRS and Revenue management), In-stay experience (includes Front desk operations, Housekeeping, Customer data management and Point of sales/POS), and Back office and reporting modules (includes Reports and analytics and Back-office management). Making the most of their PMS systems hoteliers can maximise their activity, reach more potential guests, offer unforgettable experiences to their guest by utilising customer data and the POS system, supervise housekeeping activity to make sure rooms and common areas are spotless and well stocked to enhance customer experience.  
 By automating the administrative tasks and daily operations can help achieve customer satisfaction, providing reliable and quality service on every occasion.




	
Element 2 – Hotel reputation


	
Hotel reputation management is a critical component of the business operation plan. A solid reputation will directly impact on the hotel’s occupancy levels in the long term, therefore, managing this reputation is crucial for the growth of the business. Managing hotel reputation correctly will enhance brand value, increase guest loyalty and create returning customers, and boost the hotel’s revenue. Burr (2015) states that online reputation management has become a very important task for hotels as “reviews have a direct correlation with demand”, which means that if a hotel receives a lot of good reviews, the demand for its services and rooms will grow and this will impact the increase of revenue. According to Customer Alliance, using TripAdvisor feedback (2022), 93% of people read reviews before deciding which hotel to choose, and 53% of questioned people would not book a hotel that has no reviews. In the same way 80% of users consider that hotels which respond to reviews care more about their guests and their opinion and 69% of them say they would less likely book a hotel where management leave aggressive/defensive messages. This is why it is so important for a hotel to have an active online presence, have a designated person to read and reply to both positive and negative reviews. Guests want to feel valued for taking the time to write about their experience and listened to. Managers should reply to each and every review, thanking the guests for positive feedback and acknowledging performance of staff where individual mentions occur, but also manage negative reviews, offering apologies and finding a solution to remedy the situation. 






	
Element 3 - Communication 


	“The hospitality sector relies on people more than technology to deliver a positive guest experience and set the standards of service” (Hotelogix, 2021). Because of this, the success of this industry depends mainly on communication, both internal (departments, staff) and external (guests, suppliers).
“Effective communication in the hotel industry starts with active listening” (Hotelogix, 2021). This involves not only listening, but also making a real connection with the guests, pay attention to their needs and make the most of the information gained from the guest to create that one-of-a-kind experience for them. Communication is extremely important in the hotel industry: communication between departments – to make sure all special requests, dietary requirements are passed on; between staff members and most importantly, communication with guests create an overall positive guest experience. 
For the hotel industry, word of mouth is the most effective marketing tool. This is why hotels need to communicate with their guest, acknowledge them, find out their preferences and expectations. Instead of spending significant amounts on marketing, hoteliers should invest more in their staff and customer service. Hoteliers have a unique opportunity to get fresh feedback from guests during the personal interactions with staff at reception or other departments. This feedback should be used to benefit and enhance the guest’s experience but can also be used as reference for other situations. Communication with guests can be done in different ways: sending guests a welcome message or email before arrival, booking airport transfers or tourist attraction tickets, offering maps with attraction and giving dining recommendation. All the above will contribute to customer satisfaction and loyalty towards the brand. 




	
Element 4 - Staffing 


	
According to the latest reports, hospitality staff in UK are still 11% below the numbers in 2019 (BigHospitality, 2023). Although there has been a small increase since 2021,  recent research shows that hospitality staffing levels in the UK are far better than in other European countries.	Germany and Netherlands, but also the US and Australia report hiring hospitality staff as their biggest challenge.
Employee numbers have remained a challenge for the hospitality industry, 43% of the surveyed businesses operating with less staff. The study reveals that this in an international issue, majority of hospitality industry struggling to hire staff and retain it. The same study shows that UK hospitality is more likely to have increased staff wages to increase retention, and businesses were less likely to reduce their operating hours due to staff shortage. Supply issues due to Brexit and rising costs seem to be the biggest issue for UK companies. Restaurants across UK have shortened their trading hours as a response to the increase of energy costs. At international level there are fewer people to study hospitality and start working in the industry, a lot of staff retiring early as industry is stressful and demanding. The workforce crisis is felt at all levels and workers want more flexibility and quality of life. To overcome this, hospitality employers should invest more in their staff and their training, offer better wages and incentives and a good balance between work and life for staff.
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