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Hotels front desk position is a critical position because it represents the business image and the first point of contact. Receptionist job requires a lot of hard and soft skills that are necessary to work efficient and those skills relate to communication, technology use, or time management (Baum & Devine, 2007). Having multiple receptionist skills can help present yourself to employers as the perfect candidate and is much easier to get a job in front of house department.
Communication skills
Communication skills is a skill that is required offten in all departments but for front desk position this ability is a must have. At the placement Delta by Marriott where I was repartee for practice, I have noticed that every day you interact with different people, from general manager to clients and colleagues. To see performance, business neds a candidate which can connect with people from diverse backgrounds and while doing this, represent their company in a positive way, “front office work is a challenging and demanding area of work and oral communication is identified as the most important skill (Baum & Hai-yan, 2006).”
Writing and verbal skills
Another skill is the ability to draft emails and deal with documents with proper grammar, spelling, tone, and language. However, to complete these tasks is necessary to have multilingual abilities (Odgers & Baum, 2001), whether in writing or speaking. E.g., at the placement where I was repartees, manager asked sometimes the company's front desk employee to draft emails to business partner regarding the events and meetings, sometimes customers from different part of the world, feel like home if they meet at reception a person which speaks the same language.
Active listening
Front desk employees interact with clients and business personnel that is why active listening is a vital ability for delivering customer service and understanding instructions regarding job obligation, “front desk staff are considered a supporting factor in determining customer satisfaction when deciding to return, to recommend the hotel, or in demonstrating loyalty to a particular hotel (Sriyam, 2010)”. While making practice I’ve notice that customers feel appreciate if the front desk acts active listening, ask how they are feeling, if they need something and for any complain they like to feel that front desk care about the situation and will fix it as soon as possible.
Attention to details
Attention to detail is a crucial soft skill. For the receiver to call them back later, they must include the right contact information, “programs should stress teaching hospitality students soft competencies in favour of hard competencies (Sisson & Adams, 2013)”. Some customers appreciate if the receptionist remember what they usually prefer during the stay because they feel like home and welcomed.
Customer service
The way a receptionist interacts with clients reflects on the entire firm. An unpleasant receptionist may cause a client to have a negative impression of the entire organisation. This kind of behaviour can sometimes result in a negative review. Receptionists must be a calm person and offer to help the guests if they need, always respond with a smile, and offer appropriate advice. The purpose of excellent customer service is to make sure that client is happy and will return at the same brand. E.g., if I do not receive an order on time, I will make sure to do not use the same service again, the same is with the hotel guests.
Multitasking
The capacity to multitask is essential for receptionists, this will help to finish in time the work and be capable of help other colleagues. Front desks need to prioritise the crucial tasks and treat the problems with attention. 
In conclusion, everything should be nicely organised for quick and simple access. This skill requires not just the ability to work swiftly, but also the ability to follow protocols, make a good impression on visitors, and assist the organisation in maintaining data security requirements. 
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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?
 

	  I will go to the general manager and inform him about situation.
	 I will follow the orders and I will help my collegues to run the shift like in an ordinary day.
	 General manager is the person who is responsible for all the departments.
	 I’ll spoke with the general manager to create an protocol which must be followed during this situations.

	 I will wait till other colleague with experience will come and take care of the department.
	 Greet and welcome guests as soon as they arrive at the office.
Direct visitors to the appropriate person and office.
	 Asking an experinced collegue to replace the manager will help the team feel safe and confident.
	I will ask my manager to nominate a responsable collegue that can take her place in this scenarious.

	  I will wait till the person who will replace my manager will let me know what to do. 
	 Ensure reception area is tidy and presentable, with all necessary stationery and material as pens, brochures.
	 By following orders I will help my collegues with their tasks so they don’t feel overwelming.
	 I will make sure to help the rest of the team so they can feel they can count on me and they are not alone. Stress can slow down the efecgtive work.









Reference list
Clark J. 2022, How to Create an Effective Action Plan, available at https://www.wikihow.com/Create-an-Effective-Action-Plan, accessed on 10/03/23
Fowell, T. 2021, Front desk safety and security: 5 essential steps to keep your workplace secure, available at https://envoy.com/blog/front-desk-safety-security/, accessed on 10/03/23.
Henderson, KJ. 2019, Duties of a Front Desk Receptionist, available at https://smallbusiness.chron.com/duties-front-desk-receptionist-1336.html, accessed on 10/03/23.
Lennon R. 2023, How to make a plan in 5 steps, available at https://www.hugo.team/blog/how-to-make-a-plan, accessed on 10/03/23.
Sharma M. 2016 Effective planning process, available at https://www.linkedin.com/pulse/effective-planning-process-mukesh-sharma, accessed on 10/03/2023.

















Component 3
 
FOUR ELEMENTS OF HOTEL OPERATIONS
 
 
Andreea Soltana Curelaru 
1918110
Hotel Administration and Front Office 
BMIH4004
Lectures Name: Lola Villard
Date: 10/03/2023
 








Introduction
 
Despite the fact that hotel operations are complicated and multidimensional, requiring coordination and integration of many elements, the hotel business is experiencing intense global competition. As a result, proper planning is essential to the hotel's success. Property management systems, hotel reputation, communication, and staffing are all critical elements of a hotel. This essay will examine these elements and explain why they are crucial to a hotel's prosperity.
 
1                 Property Management Systems (PMS)
Property Management Systems (PMS) are crucial to the efficient and effective operation of hotels. PMS refers to hotels' computerised systems to manage essential tasks, including reservations, bookings, room inventory, billing, and reporting. Bilic (2022) found that PMS significantly impacts customer satisfaction and loyalty, enabling hotels to manage guest preferences, requests, and complaints in real-time. A reliable PMS should be user-friendly, secure, and offer real-time data analysis and reporting (Kimes and Wirtz, 2003). Cloud-based PMS has become increasingly popular in recent years. It enables remote access and storage of data, making it easier to manage hotel operations from anywhere at any time (Buhalis and Law, 2008). This feature is particularly useful during the current pandemic, when hotels have had to adopt contactless technologies and remote management solutions to meet social distancing requirements. Additionally, cloud-based PMS can reduce hardware and software maintenance costs and provide automatic updates and backups (Bilic, 2022).
PMS also plays a critical role in revenue management. Kimes and Wirtz (2003) found that PMS can assist hotels in optimising room rates based on demand and occupancy levels. The system can analyse past booking trends and patterns to make accurate revenue projections and offer pricing strategies that maximise revenue. Moreover, PMS can facilitate seamless communication and collaboration among hotel staff, management, and guests (Sigala, 2019). By streamlining operations and providing real-time data, PMS enables hotels to offer personalised and efficient service to their guests, enhancing their experience and loyalty. PMS is a vital element of hotel operations. It can significantly impact customer satisfaction, loyalty, revenue management, and communication. As such, hotels should invest in a reliable PMS that meets their unique needs and requirements, including cloud-based solutions that enable remote access and management. By doing so, hotels can improve efficiency, reduce costs, and offer exceptional service to their guests.
 
2                 Hotel Reputation
Hotel reputation is a crucial element of hotel operations as it can significantly impact customer behaviour and loyalty. According to a Kim et al. (2019) study, a hotel's reputation is an essential consideration in customers' decision-making processes, and good reputations result in more bookings and income. Positive reviews and ratings on websites for booking and travelling, such as TripAdvisor, can also help a hotel's reputation (Li et al., 2020). It's crucial for hotels to actively manage their reputations by implementing a variety of tactics, such as offering excellent customer service, immediately addressing suggestions and grievances, and interacting with clients on social media and other platforms (Sigala, 2019). By doing this, hotels may establish and maintain a good reputation, leading to more reservations, more money made, and more devoted clients.
 
3                 Communication
Effective communication is a critical element of hotel operations. Communication between hotel staff, management, and guests can significantly impact customer satisfaction and loyalty (Chien and Tsai, 2021). There are many communication ways, including written, digital, vocal, and nonverbal. Hotel workers must undergo training in excellent customer communication skills, such as active listening, giving clear and precise information, and displaying empathy and understanding (Backer, 2021). Effective communication can also enhance revenue management, as staff can use communication channels to promote hotel services and offers to guests (Sigala, 2019).
Furthermore, digital communication has grown significantly in hotel operations with the widespread use of mobile devices and social media. Hotels can use social media platforms to communicate with clients, address their concerns and complaints, and advertise their products and services (Bilic, 2022). Moreover, real-time engagement with visitors and tailored service can be provided through digital channels like email and messaging apps (Backer, 2021). Hotels should use digital communication channels to engage with clients and advertise their services. Hotel staff members must be trained appropriately to communicate with visitors. By doing so, hotels can enhance their operations and provide exceptional service to their guests.
 
4                 Staffing
Staffing is a critical element of hotel operations, as it can significantly impact customer satisfaction, loyalty, and revenue. Hotels must have a skilled and motivated workforce to provide exceptional service to guests (Backer, 2021). Successful staffing includes recruitment, training, and retention, among others. Hotels must hire personnel with the required skills and experience to deliver great service, as well as the ability to align with the hotel's culture and values (Kim et al., 2019).
Moreover, training is required to ensure workers possess the knowledge and skills to perform their tasks successfully (Backer, 2021). This involves instruction in technological skills, problem-solving, communication, and customer service, among other things. Hotels should prioritise staff retention by having attractive compensation and packages, opportunities for career development, and a friendly working environment (Kusluvan, 2003). Moreover, staffing can impact revenue management, as staff can identify opportunities to upsell hotel services and offers to guests (Ka, 2015). Staff members who are motivated and engaged are more likely to provide exceptional service and promote hotel services to guests, resulting in increased revenue and customer loyalty.
 
5                 Conclusion
In conclusion, successful hotel operations require focusing on critical elements such as property management systems, hotel reputation, communication, and staffing. These elements ensure that hotels can provide exceptional service to their guests and maximise revenue. Property management systems enable hotels to manage their operations efficiently, including reservation, inventory, and revenue management. A hotel's reputation can increase bookings, revenue, and customer loyalty. Effective communication enables hotels to engage with customers and promote their services through various channels. Staffing is crucial to ensure that hotels have a skilled and motivated workforce that can provide quality service and identify revenue opportunities. By prioritising these elements and implementing effective strategies, hotels can enhance their operations, provide exceptional service to their guests, and achieve their business goals. Additionally, ongoing monitoring and evaluation of these elements are crucial to ensure continuous improvement and adaptability to changing market and customer needs. Ultimately, hotels prioritising these key elements are more likely to succeed in a competitive industry and thrive in the long term.
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