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 (Blog,2022)’’ the hotel receptionist must have six skills they are, dealing with several types of guests, deep knowledge of the hotel, administrative skills, maintaining a positive ambiance dealing with complex situation, maintaining consistent performance’’ according to this statement, receptionist should have various skills to be able to perform perfectly at the hotel front desk. In the hotel industry receptionist is the first person who represents the hotel and the service. (Swipedon,2023)’’ every receptionist must have technology skills, soft skills, communication skills, time management skills, independent approach to work’’ every receptionist should have excellent communication skills and problem-solving skills. The receptionist should be able to serve the guests with confidence, meet their needs, and deal with any complaints or issues that arise.

Recently I have experienced a few issues, while I was working at the front desk as a university student for my Placement. A complaint Was made by a guest at the reception that hotel room not being cleaned properly, and the pillow was missing from the room. The receptionist apologizes to the guest, asks permission to guest to allow few moments, staff talk to the housekeeping team to clean it as soon as possible. Receptionist request to the guests to sit down and offer them drinks, also ensure to the guest in future this will not happen again and forgive us for this time, according to (Hallin.Marnburg,2008 ) ‘hospitality industry is characterized for the achievement of service product satisfaction accommodation and food’ therefore it is important that guest at the hotel to get the best experience.

Another experienced during my learning time, Guest complained that he has been charge twice for the same room, Receptionist Spoken to the guest and Apologies to the guest and ask permission to allow some time to check all the booking and bills under guest name. The receptionist checked the bookings, logged in to the guest booking account and figured out guests were being charged twice for the same service. Then staff informed the front desk manager, reimbursed the extra charge. Then the receptionist explains to the guest about the extra charge, ensure about the money Bing reimbursed to guest account, ‘’technology skills importance in the hospital industry', State on (K. Quinn,2012).

Another experienced at my Placement, which is guest came to check in at the reception. The receptionist checked guest booking information and found the guest had not put his bank details on the booking system as the guest booked with the agency. The receptionist explained to the guest that he has not been charged yet and for checking in, the guest needs to put his bank details. So, the hotel can take the booking cost. But the guest denied giving bank details on the booking system. The customer was saying he had already done everything. Receptionist apologies to the guest and explained to him that your booking has been made but you have not put your bank details to take the hotel room booking cost. The guest was misunderstood that he already paid for everything when receptionist explained him properly guest understood and agreed to put his bank details on the booking system. According to, (Prabhu.Wani,2015)’ an important pre –requisite for a career in the hotel industry communication is skills documented and practiced fact’’, communication skills are one of the powerful skills in the hotel industry to dealing with the guest. Staff solved the problem because of their excellent communication.
I experienced those issues at the reception and learned how they dealt with those situations. As a receptionist there are so many responsibilities. Look after the guests. Receptionists also take care of guests' needs and requirements. I also experienced that there are so many things to learn if I want to work at the front desk. I need to be confident in problem solving, technology, dealing with the guest's bookings, should have deep knowledge of the hotel to deal with complex situations. I have learned and experienced from the situation which will help me in future if I want to work at the front desk in a hotel. I have understood that communication skills have a massive impact on the hospitality industry. A receptionist should have effective communication skills as well as body language. Also, they should have a fantastic personality to serve the customer with a smile and listen to them. A receptionist also should have technological skills. As I learned from my experience, the guest has not put the Bank details for the hotel to take the booking cost. As a receptionist make sure all the details have been taken to complete the booking. A member of staff at the front desk should complete all the tasks when it is required, taking the handover properly before Start their shift, making sure handover to the next shift staff to consider any incident or complain.
In conclusion I can say, to become a receptionist there are many skills required. Also, before starting work at the front desk staff should have deep knowledge about the hotel to serve the customer with confidence. The staff at the front desk are the first impression of the hotel industry therefore they should have good personality and communication skills as well as problem solving, technology skills. A receptionist also should have confidence to be at the front desk because they will be dealing with the guest face to face.
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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?


	First thing I will do is contact my senior person at work. I might seek help as it is my first day as a front desk associate.



	I will start my shift with confidence, serve the guest as I have trained, any issue arises contact with my senior person.
	I have contacted my senior and the hotel manager. They are aware as I am new. They will contact me if there anything comes on the shift, or any new task comes for me to do.
	I have started writing down on my diary, hotel booking rules and regulations, check in, check out as well as  about gold, silver and standard services. So, it will be easy for me to work.

	I will also contact the hotel manager and HR if there is any other task I need to follow.



	I will take the handover from my previous shift, making sure everything was fine on the previous shift and when I am starting my shift is there any issues, any complaint, or any task has been left for this shift.
	I had planned my shift when I found out the manager called sick, doing the task by checking the list, and asking my senior to inform me if I am missing anything for the day.
	talk to the front desk manager when he is back, what I should give priority in future. Discuss with the hotel manager I am doing right or wrong.

	I will ask my seniors and colleagues to ensure what I should do during my shift, let me know if I am missing something.

	I will check the finance list to make sure all the reports and records are up to date.
	Checking the hotel front desk email and replying to the email. Made phone calls where i was supposed to make.
	Make a note from my senior staff and talk to them to make sure my plan is effective for me to apply in future.

	I will discuss with my senior are there any rules and regulation i should know to begin my shift.
I will write down any kind of access code for the front desk staff to use.



	I will also check health and safety procedures should be carried out for the day; is there any information I should give to the guest on their arrival such as fire test Alam time etc.
	checking the handover for any task or request being left for me, plan for those tasks, how can i do them. Also figure out if i need any one help or i can solve the problems myself.
	I should finish all my online courses from the hotel as soon as possible which will help me to perform better in future.

	Discuss with my senior for the guest safety and security, do i need to inform to the guest arrival. Any special offers, voucher. I will also ask, do i need to insure anything.




	I will check if there is any special booking today such as anniversary, birthday, VIP guest etc. I will also ensure if I need to organise or let me know if there is any special booking and how we should organize.
	There was one issue I faced. A guest wanted to book the car park for overnight and i was not sure how much should be the charged. I have apologies to the guest and told her it is my first day at the front desk forgive me. I am not sure for the overnight parking charge but allow me a moment so i can ask my senior. Then i have successfully booked the car park for the guest by asking my senior help. Guest was totally understood as i am new.
	To avoid this kind of issue in future, I have planned and started writing down everything, and gaining more knowledge about the hotel pricing and rules and regulations.



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)


	
According to, (Oracle,2023)’Hotel business operation run by the Hotel property management system, also manage front office capabilities such as booking, representation guests, checking in, checking out, room assistance managing, room rates and billing 'Hotel property management system manages the hotel business operations. Traditionally PMS also called as software that enabled a hotel to manage front office capabilities such as bookings reservations guest check in, check out room assignment managing, room rates and billing. PMS systems replace the paper incentive process. Technology has taken the place of managing the hotel front desk. PMS system is one of the most powerful systems in hotel industry for amazing guest experience, state on, (Preno,2023)’’ the right property management system (PMS) is a key factor in hotel success. The property management system controls room bookings, E payments processing management of room, inventory and allocation, reservation, emails activities booking. PMS system also beneficial for the guest to find the information easily about their reservation, location of the hotel, service of the hotel rating, who will be beneficial from the service etc. Information based on, (Altexsoft,2022)’ there are two things hotel business need to survive have an online presence to make easy process of reservation and deliver outstanding customer service’. Nowadays everything is online therefore, benefits of cloud based on hotel property management. A successful business in the hotel industry runs by a property management system. PMS system also help to understand of guest feedback by social media, help them with the information they need about the hotel. It is also allowing the hotel to communicate with the guest and send automatic professional emails pre and post. The property management system also handles the front desk and back-office operation, reservation channel management and more. PMS systems also include channel management, housekeeping rate, and occupancy management payment processing. PMS software controls financial transactions. PMS system allow the guest to come back, shared their experience, leave their feedback, an encorage to book again in future when they come back in same area. 










	
Element 2 – Hotel reputation


	
Reputation management is important for the hotel industry. There are so many competitors in the hotel industry. Nowadays technology is another name of hotel reputation, everything is Online. Consumers look for positive feedback, rating of the hotel, standard of the hotel before they make their reservation. According to(Boley,2020)’ hotel reputation management is all about hotel perceived, online reaches, monitoring and influencing ‘, To become successful in the hotel industry it is important to use social media to advertise service also the standard of the hotel. so, guests will easily understand what kind of service they will get. A good reputation hotel should have positive reviews. Always replying to the comments, giving feedback to the guest, taking advantage of technology end social media. To keep the reputation for the hotel, stay active in social media always engaged with the audience, replying to their questions, act for any negative feedback, talk to the guest. Building trust in social media will help the hotel to get more consumer, information based on,(Blog,2021)’ to protect and improve hotel reputation hotel should be give chief concern to those review sites, especially those sites that customer makes booking because customer mix their choice based on reviews. According to,(Blog’2022)’ customers make a final decision by researching online for brands, services, and product ’,Hotel reputation also depends on hotel product and service as well as staff team. A good reputation hotel should provide good service to their guests. Staff should be trained to deal with the customer face to face and have a good personality and communication skills. A reputation hotel builds up their reputation day by day, by their service and building trust with the customer.







	
Element 3 - Communication 


	
Communication is one of the powerful skills to achieve success in the hotel industry. According to,(Roches,2023)’ with the technology and hotel need this staff who are able to communicate effectively with their guests and clients from all over the world', There are so many hotels industry nowadays. Therefore, communication can be performed to bring the customer back to primacy. The guests should be comfortable and get their best experience in the hotel. There for staff should have effective communication skills and good understanding. The staff should be trained in how to communicate with the guests to make them comfortable when they are in the hotel. Give them the best experience, best service, and the product, so they will come back. Information based on, (Andy,2021)’’Effective communication has seven key elements which are empathy, listening, clarity, Nonverbal communication, being personable, respect, medium’’,Staff should communicate with the guests, how was their experience. Staff should be trained to ensure that consumers are happy, will listen to their problems, and solve the situation by communication. Therefore, hotel management should choose staff and train them properly. Train them how to build up trust with the guest throw communication. Staff should communicate with the guests by asking them how their stay was in the hotel, was there any problem, how can we help them. Also ask guests to leave feedback for the hotel to improve hotel services. Staff should have good communication with all the employees when they are working together, this makes the job easy for everyone and enjoyable also.







	
Element 4 - Staffing 


	
	
According to,(PMS,2016)’ to run a organization smoothly throughout the year, every business needs a staffing strategy’, The hotel manager has the responsibility to choose the right staff for the hotel. Staff is one of the powerful names in the hotel industry because employees deal with the customer face to face. Therefore, the manager should choose the right person for the right place in the hotel suitable for their personality. Staff should also have good personalities and excellent communication skills to deal with the guest face to face. Based on, (Cram,2023)’ in the hospital industry customer satisfaction is the basic requirements therefore staff should have excellent communication and customer service skills', To become a successful hotelier, it is important to choose the right staff for the right department. Staff should have knowledge of the hotel service, hotel rules and regulations. The managers also have the responsibility to train their staff before they start to work on the floor with the customer. The staff should acknowledge how they will deal with the situation and who they should inform about any issue. Staff should also have academic skills to work on the floor. Staff should also have the personality to make plans, organize events, solve the problems which are directly under their power. In the hotel industry it is all about customer satisfaction therefore customers should be happy with their employee. employees should have a good personality to understand others, this to solve their problem. excellent staff can change the workplace atmosphere in a positive way where everyone can be happy. in the hospitality employee also should have organize the skills to present the hotel for the guest regularly. The staff should also have a good understanding of how to deal with the situation where issues. Staff should be able to deal with any guest complaints or problem solving.









		Word Count
	904



References 

1
Blog,(2022)’’ six is skills that hotel receptionist must have’’ welcomeWare. available at:https://www.welcomeware.live/6-skills-hotel-receptionists-must-have/ last accessed 11/06/2023
Swipedon(2023)’’ five skills every receptionist needs in 2022’’, visitor management.available at:https://www.swipedon.com/blog/skills-every-receptionist-needs last accessed 11/06/2023
Arati,P.Prachi,W.(2015)’I study of importance of English language proficiency in hospitality industry and the role of hospitality educators in enhancing the saying amongst thy student’. A journal of hospitality 1(1)pp. 59-61. Available at:https://scholar.google.com/scholar?hl=en&as_sdt=0%2C5&q=communication+skills+importance+in+hospitality+&btnG=#d=gs_qabs&t=1686147508721&u=%23p%3DIvHbGCz7-CsJ last accessed 11/06/2023 
Carina,A,H. Einar ,M.(2008)’ knowledge management in the hospitality industry a review of empirical research’ tourism management29(2)pp. 368-369. available at:https://scholar.google.com/scholar?cites=7361629431338903060&as_sdt=2005&sciodt=0,5&hl=en#d=gs_qabs&t=1686184522317&u=%23p%3DYKsNemwOOsYJ last accessed 11/06/2023.
Katherine ,A.Quinn.(2012)’the importance of technology systems ,and information skills in the hospital industry ‘Reserchgate available at:https://www.researchgate.net/publication/334446810_The_Importance_of_Technology_Systems_and_Information_Skills_in_the_Hospitality_Industry last accessed 11/06/2023.

Component 2
HealthHubble(2023)’ three essay steps to build confidence at the front desk’ business products and services available at:https://www.healthhubble.com/businesshub/three-easy-steps-to-build-confidence-at-the-front-desk.html last accessed 11/06/2023.
Lodging (2014)’ prioritizing responses act the front desk during busy times’ available at:https://hospitalitylawyer.com/prioritizing-responses-at-the-front-desk-during-busy-times/ last accessed 11 /06/2023.
HealthHubble,(2023)’ three easy steps to build confidence at the front desk’Available at:https://www.healthhubble.com/businesshub/three-easy-steps-to-build-confidence-at-the-front-desk.html  last accessed 11/06/2023.
Caitlin ,B(2023)’ how to prioritize task when everything's important’ oh you work ideas. available at:https://www.wework.com/ideas/professional-development/creativity-culture/how-to-prioritize-tasks last accessed 11/06/2023.
Tiffany,F(2021)’ front desk safety and security: five essential steps to keep your workplace secure’ security blog. available at:https://envoy.com/blog/front-desk-safety-security/ last accessed 11/06/2023.

Componant 3


Oracle,(2023)’ what is a hotel property management system(PMS)’Available at:https://www.oracle.com/uk/hospitality/what-is-hotel-pms/  last accessed:11/06/2023
Preno,(2023)’ the importance of a property management system in the hotel industry’ available at:https://prenohq.com/blog/the-importance-of-a-property-management-system-in-the-hotel-industry/  last accessed 11 /06/2023.
Altexsoft,(2023)’ hotel property management system products and features’. available at:https://www.altexsoft.com/blog/travel/hotel-property-management-systems-products-and-features/  last accessed:11/06/2023.
Megan,B.(2020)’ hotel reputation management tips and examples hoteliers need to know’Cvent. available at:https://www.cvent.com/en/blog/hospitality/hotel-reputation-management  last accessed:11/06/2023.
Patrick,W.(2021)’ reputation management for hotels: I strategic guide’ mention memo. available at:https://mention.com/en/blog/reputation-management-for-hotels/  last accessed:11/06/2023.
Blog,(2023)’ why is hotel reputation management important’ guest Touch. available at:https://www.guesttouch.com/blog/why-is-hotel-reputation-management-important  last accessed:11/06/2023.
Andy,(2021)’ seven key elements of effective communication ‘ articles,evolution. available at:https://evolutionjobs.com/exchange/7-key-elements-of-effective-communication/  last accessed;11/06/2023.
Les,R.(2023)’ skills in the hospitality industry’ .available at:https://lesroches.edu/blog/communication-skills-in-hospitality-industry/#:~:text=Excellent%20communication%20skills%20are%20especially,a%20positive%20overall%20guest%20experience  last accessed:11/06/2023.
RoomkeyPMS,(2016)’ staffing strategies for peak and off seasons’ hotel management. available at:https://roomkeypms.com/blog/staffing-strategies-peak-off-seasons/  last accessed:11/06/2023.
Cram,(2023)’ importance of the staffing in the hotel industry’ Essay simples. available at:https://www.cram.com/essay/Importance-Of-Staffing-In-The-Hospitality-Industry/PJX3GMJ7WU last accessed:11/06/2023.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




