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	The hotel reception is a crucial function of the hospitality industry, being considered the hotel's lifeline (Zhu, 2023). The receptionist in a hotel plays an important role in communicating with the guests and welcoming them for a delightful stay. He is meant to interact with a wide range of people daily, including management staff, colleagues, or business partners. Interpersonal interaction is valued by employers seeking to hire a front desk professional because it shows a candidate's ability to communicate with individuals from disparate backgrounds and positively promotes the organisation (Corgel et al., 2011). Thanks to the mandatory training during the placement period at Premier Inn Chelmsford (Springfield), from the Academy Online platform, I learnt the importance of this component of work, in which the receptionist must change the way he interacts with people to effectively convey the message to them.
Responsibilities of front office staff include many tasks, including guest registration, room allocation, answering the phone providing information, etc (Bardi, 2021a). When working at a front desk, you must be able to compose emails, memoranda, and other company correspondence using correct grammar, punctuation, and language. For instance, the office manager instructs the business's receptionist to compose an email delineating forthcoming events and meeting dates to their business associate. Employers seek to hire individuals with outstanding written communication skills because front-desk personnel may be required to compose documents for important stakeholders. I have made all these observations during the placement at the hotel. 
Talking and listening to the customer's problems builds long-term trusting relationships (Clark et al., 2019). Active listening means paying full attention to the speaker without being distracted for long periods. Employees at the front desk must be able to help customers and co-workers all the time if they want to provide great service while doing their jobs. The speaker feels valued when they pay attention. A front desk worker at a hotel, for example, shows respect for the customer by listening carefully when a guest complains.
During the placement, I interacted with clients who did not speak English. Consequently, candidates with bilingual skills are highly sought after by hotel employers, even after the advent of Self-Service through Check-in Kiosks in many hotels. A multilingual dispatcher at a law firm, for example, would be able to interact with clients more effectively over the phone and assist them during personal interactions with attorneys (Hammer, 2016).
The receptionists and other similar employees typically relay the messages of callers to managers or other company members. Being able to pay close attention to the smallest details is an essential soft skill for customer service employees (Ritter, 2018). They must include specific information so that the recipient can contact them later. To avoid misunderstandings, front-desk employees must pay close attention to the details when inputting and confirming digital schematics.
My colleagues at Premier Inn Chelmsford (Springfield) taught me that maintaining a professional demeanour at the front desk demands not just an eye for potential problems but also the capacity to think creatively about how to solve them. This ability is necessary for guaranteeing that the hotel can function without any hiccoughs. When it first starts printing just a little portion of the page at a time, for instance, a receptionist will check the problem in the instruction manual for the copy machine. They put several various ideas into action before concluding that they have to change the print mode.
Practising front desk work, I am very aware of how important it is to have skills like these. One of the most challenging aspects of my job during my placement at the hotel was providing exceptional service to my customers while simultaneously living up to the lofty standards they set. Attendees are welcome to arrive earlier than usual to make an effort to check in sooner than the time that has been designated. To satisfy their requirements without causing undue inconvenience for the other visitors, I needed to draw upon both my language skills and my ability to juggle many responsibilities simultaneously.
One sign demonstrating the importance of these abilities in the organisation is the hotel industry's reliance on customer reviews posted on the internet as well as direct engagement with tourists. Hotels that get poor ratings, on the other hand, almost always do so because the front desk personnel have appropriate interpersonal, multitasking, and organisational skills. This is true even when the hotel is of excellent grade.
Hotel front desk employees require a mix of the technical skills and human traits previously described. This is because the role involves constant engagement with many types of customers. To be successful in this sector, you will need to have excellent communication and interpersonal skills, as well as the ability to multitask, organise, use technology, and effectively transmit information.
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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 a quick resolution of this scenario in the future?


	Monitoring of daily reports.
	The reports will help me to record the rooms reserved for that day and the specific circumstances of each guest.
	Property Management System (PMS) is a secure access system that is designed to control the activity of hotel staff (Bardi, 2021b). Through this software is made, reservations, check-ins, check-out, and issuing invoices to customers. Monitoring the daily reports will help me plan the processes and responsibilities of each department, such as the state of each room in the hotel (occupied, free, clean, dirty, or inappropriate) or the additional services requested by the guest through an online reservation. I will anticipate guest arrivals, available rooms, or any other requirements. Thus, we will never leave the guest waiting in the lobby because the room is not yet ready for check-in or dinner is still being prepared.
	All workstations are combined in one local network, which organises the interaction between departments, reducing communication time and allowing us to efficiently organise the work of the entire hotel. The most necessary skill of a receptionist is understanding hotel management software. Permanent training of staff at all hierarchical levels is extremely important (Hewagama et al., 2019). This training will aim to increase the staff's capacity who will contribute to the hotel's promotion in the future. Today, every hotel can afford to provide a new level of quality services by using a multitude of smart devices. To ease the work of the front-office department, the responsibility of each of my colleagues will be the best solution to the discussed problem. If each of my colleagues will do their job taking into account the rules and standards of the hotel, then it will make the work of the one who takes the shift after him easier. This plan will only work in the team. By making your colleague's job easier today, you make your job easier tomorrow.


	Reception, registration, and accommodation of guests (Check-in).
	Before starting the check-in formalities at the hotel, it is appropriate to offer a pleasant and warm greeting. Therefore, I will register the guest by requesting the necessary documents. The check-in process must be efficient and speedy. It's about showing the hotel's best side from the moment guests arrive.
	A good hotel receptionist requires strong communication skills and an understanding of technology (Shin et al., 2019). The first impression of communication with the receptionist plays an important role in the guest's 
overall evaluation of the hotel. At the same time, everything is important: attention, smile, posture, gestures, and tone of voice. Our guests must receive a warm and professional welcome to show them how important they are to us.

	Hundreds of guests visit our hotel every day. Managing guest volume is complex. However, the front desk is bound to execute it efficiently. The hotel receptionist must also manage various tools and equipment such as photocopiers, printers, etc., accumulate knowledge of the tourism industry and develop IT skills.

	

	Providing Information.
	Providing information about the hotel's facilities and operations. 
	The guests will receive in an attractive and fast way all the information about the hotel's additional services (for example Wi-Fi passwords, the Menu of the day, the list of Excursions for the period of accommodation, or the Spa procedures). Once the check-in is done, I will show the customer the way to the room in the easiest way.

	The receptionist's recommendations and opinions become an added value to the hotel's prestige (Astuti et al., 2018). In order for the guest to want to extend his stay at the hotel, we must know how we can offer the best services. Promote and highlight special packages such as reservations for events, private transport, unique rates for locations, and tourist packages.

	Handling and settlement of complaints.
	Through verbal and non-verbal communication, the customer must feel the receptionist's respect and usefulness, from the first day of accommodation until departure (Sayin and Karaman, 2019).
I call this phase: Guest Treatment. This must be personalised, efficient, and fast, and in case of receiving a complaint, I will try to solve it as quickly and efficiently as possible.

	Most complaints are made at the front desk (Sangpikul, 2022). So, I have to know how to listen to the customer, recognise the error, and calm the customer's dissatisfaction, as well as look for a solution as quickly and efficiently as possible. If there is a deficiency or problem in the room, the reception department is responsible for its change.

	Receptionists are in direct contact with the client, so they are more demanding than employees of other hotel services (Tewan, 2009). In addition to professional knowledge and work experience, the staff should have such requirements as neat appearance, impeccable behaviour, knowledge of ethics and communication psychology, communication skills, foreign languages, and age restriction. At the customer's request, we should always present our complaint and recommendation book. Regardless of the guest’s mood, we are obliged to always give friendly attention.

	Final payment and Check-out.
	This function is performed before the guest departs (I should always make the return invitation).
	In general, the invoice prepared upon departure includes the guest's additional expenses during the stay. Example: phone calls, spa, games, minibar, special services. After registering the payment, I will proceed directly to the registration of the departure. To prevent guests from leaving without paying their bills I will follow a rigorous control of the check-out procedure.

	The hotel receptionist should be able to manage cash and accounting procedures (Bardi, 2021c).
If the check-out is delayed by at most 6 hours from the check-out time (between 12:00 - 17:59), an hourly fee will be charged. If the check-out is delayed from 17:30 to 23:59, a half-day fee will be charged. If departure is 
delayed by more than 12 hours, the payment shall be charged per day.



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:

	The hospitality industry must develop fair conditions, provide jobs for employees and communities, and develop the infrastructure of the destinations (Legrand et al., 2022). The capability of a property management system to handle hotel bookings is the first and maybe most readily apparent aspect of such a system. Employees need to have access to information that is as current as possible on the inventory, and the reservation system has to be able to interact with any of the many channels through which customers place their bookings (Tesone, 2015). The importance of tourism and hospitality grows from year to year and with the demands of the clients, new ideas are developed for the sphere of services.
A performance management system that includes relevant learning modules is required to both keep employees up to speed on the most recent business demands and encourage the personal development of those employees.  
Using software referred to as a property management system, or PMS, can facilitate the management of reservations and other administrative duties (Koh and Hassim, 2021). It is necessary to take into consideration the ideal features of the programme in addition to the particular activities, methods, operations, and distribution partners that are used.
It is possible to manage housekeeping or human resources using PMS software, even though its main purpose is to monitor reservations and financial transactions (Johnston et al., 2005). Increasing staff retention and dedication to the organisation may be accomplished by cultivating an environment that encourages ongoing learning and progress. 
The main goals of hotel reputation management are to keep track of and change how people talk about your hotel or other organisation on the Internet (Benckendorff et al., 2019). Part of the process is to keep an eye on reviews, be involved on social media, optimise material for search engines, and do other things. It is important to keep an eye on the comments left on the hotel's website if you want it to continue well in business.
Request customer reviews on Booking.com, TripAdvisor, and Holiday-Check to boost favourable reviews (Pop et al., 2022). The brain remembers painful events better than happy ones. Upon check-out, thank the guest for their time at the hotel or send an automated message to ask for feedback and link to the hotel's website. 
Even though the majority of web portals provide automated alerts, the most effective method for monitoring customer feedback is to use an Internet monitoring tool (Hu and Olivieri, 2021). One of the techniques worth undertakings is checking all the updated online reviews.
A recent survey by TripAdvisor indicated that as many as 70% of consumers consider a rude or aggressive reaction to a poor review to be a major disincentive to booking a stay at the specific hotel in question (Gritskova, 2019). Correctly responding to a negative review can be a way to heal an upset customer's hurt feelings and help him and others see your brand in a positive, good light again.
Every communication model consists of five parts: the sender, the receiver, the message, the channel, and the feedback (Bylieva et al., 2019).
Senders initiate communication. The sender must use verbal and non-verbal methods to communicate (Venter, 2019). Senders can be customers, receptionists, department managers, or any hotel employee.
Recipients receive messages. The basic communication paradigm places the receiver opposite the speaker (Burgoon and Miller, 2018). Communication requires reciprocity because the roles can be reversed so that the receiver becomes the sender and vice versa.
Messages can affect communication. The basic paradigm of communication moves the sender's message (Das et al., 2019). In a hotel collective, the information will always reach the intended person, even if the message was received by a disinterested person.
Communication channels transmit. Radio, TV, the Internet, books, letters, and magazines all communicate. Computer and book text cannot express tone (Richardson, 2020). Communication channels support the relationship between hotel employees, capitalise on work motivation and create quality services.
Feedback might take the form of questions, comments, or endorsements of the message (Silva et al., 2020). The receiver's response gives the sender valuable insight into the message's efficacy.
For service companies, the activity is based on the competence of the staff, one of the most valuable resources of a hotel business is human resources (Chen et al., 2018). Today, it is no longer about hiring a specialist according to a profile, but a person with capabilities and competencies: a competent future employee in multiple fields. Consequently, the management of the hotel staff is based on three aspects: the determination of the attributions of the functions, the levels of competence required to achieve them, and the evaluation of the available and necessary hourly volumes (Wang, 2020). The need for staff is assessed by the salaries practised in the area of activity and by the levels of technicality.
Recruitment is the process of searching for and attracting candidates capable of effectively fulfilling the job requirements (Acikgoz, 2019). The ideal candidate is the employee who has the skills and abilities established in time, which allows the hotel business to compensate for the weaknesses found in the team, to complement the strengths, or to constitute a core that would serve as the basis for a reorganisation. 
Employee selection consists of choosing the most suitable candidate for the position. (Mahapatro, 2022). This procedure is carried out through interviews, academic qualifications, or tests.
Staff training and development includes the implementation of a methodical process for the transmission of information relevant to a particular profession (Vallen and Vallen, 2012). An employee will be prepared to accomplish the job you hired them for in an effective manner if the training process is comprehensive and thoroughly thought out.
The hospitality sector occupies a dominant position within the tourism industry. This sector provides millions of jobs worldwide. Knowing the expectations of consumers is the key to the success of offering a service of satisfactory quality, and if these aspects are not taken into account, there can be serious repercussions at the company level, which can lead, among others, to the loss of customers, bad advertising, and, consequently, financial losses. 
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