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There are many skills that are required to work or to be at the front of a hotel. That is why the role of a receptionist is very important when handling the front desk. To become a receptionist of a hotel are certain abilities in order to achieve the goals of the hotel. As we learned last semester,  we can obtain those through two types of skills; hard or soft skills. For instance, the hard skills are the abilities you learn at school and you get a certificate for it. In the other hand, the soft skills are the ones you get from experience. In addition to this, hotel front desk can lead us through different career path. A hotel receptionist can advance from one title to other, also their salary changes. The front desk, is the first thing customers see when they get to the hotel, so it is the first approach between the guest and the brand.
The person running the hotel front desk, front of the house staff (FOH), must be a smiling person with a happy face. How we mentioned before it is the first person they will approach. Also, it is important that the person who is in charge of the position has to be knowledge about the company they work for or the brand they are representing, on top of that the products and services provide by the hotel. 
We all know already that a good receptionist is the key to close any deal with our clients, in order to achieve those skills a person in this position needs to be a great communicator, this means excellent verbal and writing, well organised and detail oriented. Apart from all the skills mentioned already as well needs to have an excellent phone skill and remain professional at all the time. 
Throughout my placement, I have learned that guest service it is very important  either in person or by the phone and making sure of the needs of the customers when they are in need of help. For instance, at the Premier Inn I had as a  first person experience, because guests will look for us for help. Especially when there is no phone in their rooms. As we mention before a good receptionist needs to be a great communicator, he or she will need to respond to guest emails, feedbacks from our customers. There is situations where the receptionist will have to [image: ]communicate in verbal or written. Employers hire people that also have the ability of problem solving. It is very important that the person in charge of the front desk can think and solve unexpected problems.
Multitasking can leads us to confusion sometimes, that is why to be well organised is very important. Keep track of everything happening with the guests coming and leaving our hotel and completing other tasks while you may be serving other customers with the minor error possible. For instance, this is the importance to have a very good team work you can rely too. Everything should be neat and tidy, remember it is the face of our brand. Last but not least, the ability to work in a team to be flexible with their times. Some front desk workers require to travel to other hotels, working late evenings or weekends, these are some of the reason why it is required to be flexible in this role. It takes a good team to run a good hotel, everyone need to work in the same direction.  
In resume, a hotel has to take into account when hiring a receptionist to be in charge of the front desk it is important they have those skills above stated. As we mentioned before, it’s the fist contact between our guest and the hotel, it is important not to judge a book by it is cover, they need to treat everyone equally and  always keep an eye if they observe any danger. Front desk receptionist, needs to have strong knowledge of the hotel values to be able to pass it to our guest. Make them feel special from the first moment, the experience starts from the front of the house, in this case front desk. A bad customer experience can be a bad review for us, with the influence of social media and other networks, we could lose potential clients and we do not want that for our business. It is sad to say but nowadays everyone take so much importance of the feedback of other guests who have stayed at the hotel, and this can be beneficial or not to our business.





























	
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?


	Greet customers who come to reception with a smile.

Good morning / afternoon welcome to the Irish hotel. My name is Iris, how can I help you ?
	Organise and coordinate with housekeeping and maintenance to make sure that all rooms are clean and without any problems.


	It is a well organized plan. Because, that way we can support each other at the front desk performing as quickly as possible. Reviewing it so we are not making mistakes.
	Better organisation of the night before. Look at possible departures ( maybe our client change mind and  does not leave that night and need another night) it is important to keep track of the hotel reservations like that we are a head next day.

	
Check if my mananger left a to do list. 
Everything should be recorded 
from previous night.. 
	Check the reservations we have for the day and the check out so we know where to allocate new guest at their arrival and see if we still have anything to sell for that day. 
	
	All clients need to reserve with a check in and check out date. Like that we can plan anything a head. 

	

	Make sure all reservation are recorder and we are prepare for our clients needs that 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:

	
Element 1 – Property Management Systems (PMS)


	
When considering the key elements of a hotel industry a property management system is the software that hotels manage and administer their task. Also known as hotel operating system, some of the important functions are reservation, housekeeping, payment processing , reporting in one central place.  The PMS notifies the room to be cleaned or ready. Sometimes, people get it confused with POS that is the system that handles the availability of tables booked in the restaurant.

	
Element 2 – Hotel reputation


	
The hotel reputation is an important part of our business.  This element is very important for the performance of the business, will have a direct impact  in the hotel occupancy. With a good reputation customer will return and so they will recommend us to friends and family, and that’s a win for the hotel if the feedback is positive.
Having a good reputation is because the business did earn the trust of is customers and maintaining relationships with old clients. 

	
Element 3 - Communication 


	
Like any other business, communication is the key. It is very important for the hotel to maintain a good communication between customers. When is a good understanding between parties, hotel and client, there is an accomplishment there between both of them. That is why, it is so important to have a good communication skills person at the front of the hotel or part of the business. A good commutation skill is a must at the time to apply for this sector. The way we speak, our tone of voice, gestures everything we do to approach our client it is very important to address the, properly. In my opinion, hotel reputation and communication go hand in hand. Because, even speaking with someone about our business we create a building trust. A good communication is a successful business.


	
Element 4 - Staffing 


	
Last but not least, the people we choose to work with says a lot about who we are as a business. That is why it is important to choose the person who brings the qualities when carrying their job. The staff a business need are qualified workers that take care of guests and delivers a satisfying experience to our customers. A staff member should be motivated by the business to deliver a successful performance to attract and maintain our guest. The hotel need staff that cares, that’s why customer service is always important.  Investing in a good training is also something that is related to the increase revenue. For instance, a good training makes good staff. On average, some of the reputation our business gets is for the customer service they receive from employees.
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