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Executive summary

This report will present the reception department, one of the most essential parts of the hotel. Moreover, will be described everything about training, checklist in the daily basic shifts for the supervisors and front desk manager and some of their responsibilities and interactions with the guests. Within this, will be introduce and my experience in the reception department, which was great, and I meet such a professional and helpful staff.

































Introduction

Hotel administration is an extremely important part of the hotel, and this includes the housekeeping and front desk. In this journal the guidance will lead to the front desk department at the start and after the housekeeping. 
The front office is the main department in the hotel industry. It is also named the nerve centre of a hotel. Moreover, the front desk is the most essential area in the hotel. This department is providing services for the guests as check-in, check-out, arrival, registration pre-arrival,departure,occupancy and other services ( Hotel Front Office Department: importance, functions, duties, nd).

The reception is the heart of the hotel, the first contact with the guests, the initial impression of the overall side of the hotel. From the reception, the guest is already deciding, a first point of view, and this department is the key to success in the hotel. Moreover, from desk was my second designated department for placement. I have an overall good experience there and I developed my skills, learning new things useful for the future.










Main body


Cardiff Marriot hotel is located 5 minutes’ walk from Cardiff International Arena and 5 minutes walking from St. David’s Hall and is a 4-star hotel. The check-in is after 15:00 pm and check-out is before 12:00 pm.The languages spoken by the staff are: english, dutch and romanian. The hotel has facilities for disabled guests, lift. As guest services, the hotel provides 24 hours front desk, concierge, express check-in, check-out, luggage storage. The hotel has facilities as business centre, conference hall, banquet, and laundry(surcharge). The hotel offers buffet breakfast for 16.50 pounds per person, free in room wireless internet and 10 pounds per day for other. The car park fee is 18 pounds per night and a rollaway bed is 15 pounds per night (Cardiff Marriot hotel, nd).


In comparison with other departments at the front desk are required more trainings is required for development and to offer the best quality of stay to the guests.
Marriot hotel offers to the employee’s different types of trainings useful for their career and for the future.

Essential skills for supervisors and managers containing 15 modules which are the following: Welcome to Marriott Management, communicating for success, Hiring the best, Training and developing your associates, Coaching for great performance, Building top performing teams, Conducting performance appraisals, Managing conflict, Juggling time, Business basics, Create experiences, effective daily meetings, Goal setting, Your career and you and Stress management. The Faciliatory lead programs and offerings contain three levels and create core competences as Leadership, Managing Execution, Building Relationship, Generating talent and organisational capacity, Learning and Applying personal expertise and business /functional results. Another additional training is Property strategic planning, Implementation designed for leadership team. The Courtyard by Marriott International University is focusing on understanding the product and service standards brand’s positioning, effective food and beverage, pricing strategies and creating hotel -specific plans to achieve goals (HR: Marriott employee training and development program, nd).

One of the principal roles of the reception team is the guest satisfaction, which is essential in the hotel environment. The hotel Marriott team are very well skilled and very caring with the guests.
Harrington and Akehurst (1996) cite that communication skills are needed while interacting with consumers, as well as a desire to address issues as they occur. Finally, front desk employees should make their customers happy and pleased.

According to Liu (2000) the customer satisfaction is a function of service performance relative to the customer expectation. For this reason, it is important to understand how customer expectation is firmed to identify the factors of service satisfaction.


According to Watt (2007) the front office is an important function because customer deal with front office staff as the centre of the hotel. They aid guests, fulfil their needs, and meet their wants.

Communication is critical component of the hospital industry. Moreover, the effective communication is the key to success in the hospitality business. Excellent communication skills are very important in the hospitality industry because help to build report with the guest, create a positive overall guest experience and resolve conflicts (Communication skills in the hospitality industry, nd).

In my first day of placement in reception I was introduced to the department. I was started to shadow the supervisor in charge. She was showing me the POD report which she completed, this is regarding the people working in the shift in that day. 
After, I was given the information about the special requests for the guests which come to the hotel in that day. She was checking if everything is accurate and if is something missing. The hotel has 205 rooms and 3 rooms where out of order in that day. She was showing me a A106 report which is about payments not taken yet. The supervisor explains to me about the KRONOS program, where they can check the staff clock-in every day. 
This is starting from Tuesday to Thursday. If someone clock-in earlier the time, they must reject it and if the person is staying over the shift, they must investigate the reason for that.

KRONOS is a company that offers workplace management software and solutions including time and attendance systems. The cloud base time attendance system is made to automatically and seamlessly track employee time worked and accordingly sync this with data collected. Kronos can offer also: onboarding, HR,payroll, benefits communication and talent acquisition and management ( What is Kronos time and attendance system, nd).



The supervisor explains to me that the guest can check in earlier than 15:00 pm if the room is ready. The same for the check-out, if the guest would like to stay longer, they will need to pay an extra charge. During the shift, the supervisor was checking the online reviews on the guest voice platform, and she was answering to the bad ones. For example, if she found a good review about one of the staff, she will share it with the group to appreciate that person. Regarding the car park, every time a guest leaves the building, they need to scan a ticket received from the reception.

In my second day, I was shadowing another supervisor and she was following the same process from their checklist tasks. She was explaining to me about the executive lounge area, which is used for breakfast, dinner, and drinks for the elite guests. Also, I was informed about working for Marriott 25 years you will stay free in their brand hotel all over the world. I was participating also in a beautiful activity for appreciation day, where I was colouring a t-shirt with dry tie, enjoyable. Moreover, all the staff in the day, including the students we receive a free ice cream from the management. Other things which were explained to me was about the late check-out late for the guests member depending of their membership.

Marriott hotels have different elite membership types. These are the following: silver elite, gold elite, platinum elite, titanium elite, ambassador elite (Discover your benefits, nd).

At the same time, I was told that the car park cannot be guarantee for the guests, is first came first served. In that day, I feel myself useful, I answer the phones and I direct the guests on the phone to the car park. I was helping the guests also to store they luggage in the storing room dedicated for that and I was scanning the tickets for the car park when the guests were leaving.

In my third day, I was shadowing the reception manager. I was participating to the 10 am meeting with all the supervisors and managers from each department. Was a good experience for me to see everyone talking, bringing concerns and new information for the day. I was feeling part of the team, everyone was very pleasant with me.The manager was explaining to me also about the KLM special regular guests , which are an airplane company. 

KLM was established on 7 October 1919 and is the oldest airline in the world. This company carrying 34.1 million passengers and 621.000 tones cargo. KLM and KLM Cityhopper from the heart of the KLM Group. KLM given direct services to key economic centres all over the world, via 92 European cities and 70 intercontinental destinations. They are based on the principles that people are the key to their brand, and they are convinced that they can make a difference giving a memorable experience to their customers (KLM company profile, nd).

She was showing to me the Pcard, which is an application with which they can buy things needed for the hotel. 

P-cards are purchasing cards, that are like credit cards, and they are used to help employees to make approved purchases. P-cards are also used for selecting expenses or authorized business trips. This card allows employees to place orders directly with suppliers and generally expedite ordering and delivery of goods and services. They can be used where Visa is accepted with some special cases (Office of business and financial affairs, nd).

For example, for special occasions for guest’s birthdays or anniversary. She was telling me that she needs to keep the receipts for that and print them also and store them in a folder. Moreover, the manager is doing the rota for the staff, annual leave, and the sickness notes. She was telling me that the staff need to inform 4 hours prior the shift about sickness. The absence without informed will be going to a investigation. If this is happening many times, they need to find the reason for that.


To conclude, one of the most important parts being a supervisor in the hotel include and some qualities. These are the following: a positive attitude, good communication skills, be a mentor, coach, and counsellor, be considerate, be organised and be result focused (What makes a good supervisor, nd).



Recommendations

For this department I can say most of the things are managed quite good by the staff. Moreover, I believe in my opinion, a bit more work in the communication side between the staff will be more needed to be more successful. From my point of view, especially in this department, the communication can be crucial, and every mistake can lead to a   bad point of the hotel reputation which affects everyone working in that environment.


























Conclusion


As an overall conclusion, my experience in the front desk department was quite useful. I’ve learned a lot of new things, which will develop me in my future career. This department is very complex, and I can say they are quite well organised also and the staff are also very helpful and supportive. I really appreciate their dedication and hard work.
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