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The reception is like a business card for those who cross the threshold of a hotel and must reflect the level and status of a hotel. At Novotel hotel taking part of my placement, I understood by working in this department that the front desk workers at the reception have a special importance. This department being the most important due to its connection with all departments but also directly with the guests upon arrival and departure but also throughout their stay. At Novotel the team of Front Desk department (Reception), is composed of a manager and 5 receptionists. 
The reception staff deals with the connection with the other departments but the most importantly with the arrival of the guests, welcoming them by registering the documents, assigning the appropriate rooms, and checking the status/payment method. 
The receptions are the first space that guests enter when staying in a hotel, being delimited by a common space (lobby) with an attractive but also comfortable design. As I was part of this team, I was able to observe and put into practice their daily activities. As I said before the first impact upon the arrival of a guest is the warm welcome and the successful completion of the registration formalities. These requiring a check prior to the guest’s arrival and assigning the rooms prepared (cleaned, inspected), as well as the preparation of access keys.
 In principle, the reception will deal not only with the communication with other departments or reception of the guests, in the back of the desk being more than that. 
By working with them I developed strong skills in welcoming guests and at the same time I understood the role of the reception staff and how difficult it is to satisfy every request of a guest. 

My daily activities while working in the Front Desk department, were the following:

· Preparing of the arrival and welcoming the guests

· Preparing the list of arrivals
The names of the expected customers
The number of guests/ room
Room type
Services/Special requirements
· Allocating rooms 
The specifications and requirements in the reservation are checked (Birthdays/Families/VIP)
VIP clients, represents that category (very important person) who enjoys a special treatment. This consists in preparing the room, offering drinks, fruits, or various hygiene products of very good quality.

According to the welcome protocol (smile, eye contact, greeting, welcome) provided by all the staff with whom the guest comes into contact, the receptionist performs the reception procedures.
· Identify the customer and search for his name on the arrivals list. 
· Verification of reservation documents (confirmed reservations)
· Notes changes or additions to, its requirements
· Presents the hotel, the services, the restaurant.
· Presents the room location.
· Check the rate/payment method.
· Hand over the key


· Ensuring the security of the client
· the hotel is morally responsible for all the inconveniences suffered by the customer, even if it is not guilty of causing them. Consequently, the hotelier is responsible for the security of the client and his property, and it has the obligation to provide a free safe for keeping valuables and sums of money. Many of the unpleasant events that occur in the hotel can be prevented by specific measures, part of the hotel regulations these measures are aimed at training the hotel staff on specific measures to ensure the security of the client and their strict compliance. 
The specific measures refer to: key management, ensuring total client confidentiality, ensuring a general security system.
· Management of reservations 
The booking procedure involves: 
· Request (booking order)
· Checking the possibilities to respond to the request.
· Negotiation
· Acceptance or refusal of the reservation
· Noting the data/registering on the waiting list/recommending another hotel
The reservation can be made verbally by telephone, in writing, through an intermediary or online.
· Incidents in the booking activity
· Overbooking is practiced in a deliberate and controlled manner with the aim of reducing the effects of cancellations, changes to the initial reservation and no-shows for the efficient exploitation of the accommodation capacity. accidentally, overbooking can cause unpleasant situations because of errors in the reservation procedure. In such cases, the hotel has the obligation to inform the guest before arrival if it is possible that his reservation has been transferred to another hotel. The hotel will send him a written apology for the incident, provide him with transportation and at least the same level of comfort in another hotel, and all of this will be borne by the hotel.

· Modification of the reservation
Changes can be made by the customer to the initial reservation regarding the arrival/departure date, arrival/departure time, room type, number of people and other changes.
· Cancellation of the reservation
Cancellation of a reservation is accepted by the hotel with or without penalties.
· Making payments and registering them in the system (Opera)
· Charging card payments (booking, car park etc.)
· Management of the reservations coming through financial companies such as: CTM, Direct, Lloyds Bank, Government, Home office that reserve on a platform with reduced rate (another than Novotel)
· Confirming and finalising of reservations
· Billback Instruction (VAT Print/Email)
· Collaborations with other sectors and activity departments.
· Housekeeping department – The role of this department is to ensure the sanitation, equipment, and arrangement of the hotel spaces.
· Maintenance department- The role of this department is to ensure the functionality of the facilities and furniture of the rooms but also the maintenance of kitchen, bar, restaurant but also common spaces for clients and staff.
· Security- The role of this department is to ensure the full security of the client in the hotel and represents a component of hospitality, one of the quality parameters of the accommodation service.
· Checking different platforms (booking.com and expedia), agencies (the agents will reserve and pay for their clients and in this case the reservation will need to be confirmed and finalised) and prompt response to various requirements of potential clients.
· Emails
· Voucher programme
· Clubcard
· Loyalty programme
· Membership- Gaining points that can be used to upgrade rooms and other facilities like welcome drinks, online check-in, fast checkout, and free medical teleconsultation during your stay for Gold, Platinum, and Diamond members.
· Delivery/Collection 
· Laundry 
· Lost property
· Preservation of forgotten objects/arrangement of collection or delivery
· Accord card ACDC (Heartist Accor Project)
· Answer phone calls
· Invoice requests
· Solving requests and complaints
· Providing information
· Information about the hotel is provided before the start of the stay, such as location, types of accommodation, comfort category, facilities, equipment, rates, access with pets, etc. but also information about opportunities to spend free time, offering printed informational materials such as maps, tourist guides, public transport guides, etc.
· Taxi reservations
· Luggage service

All these being related above regarding the experience of my placement at the Novotel hotel constitute my duties and work in this department together with the reception team to provide a quality service in terms of fulfilling all requirements and most importantly in satisfying the guests. As being part of this team, I achieved strong communication skills such as body language, eye contact and communication with customers, staff, and other departments, I gained teamwork skills, I improved my interpersonal skills as the hospitality industry is customer focused and the staff needs to help customers, answer their questions and curiosities every day.
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