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In order to work front of house within a hotel there are various skills required to ensure an enjoyable stay for our guests. “Managers rated skills associated with interpersonal, problem-solving, and self-management skill domains as most important”, Raybould, M and Wilkins, H (2006). Good communication skills are vital when working as a receptionist in order to assist guests needs effectively and resolve any issues in the best possible way. If a guest has a query this should be able to be dealt with promptly and to a satisfactory level in order to ensure an enjoyable stay. “A manager interpersonally communicates most often with their subordinates”, J Lolli (2013), as a result of this to work as a front desk associate you must have communication skills to work with management which ensures that all jobs are complete to a satisfactory level to ensure a good guest stay. 

Furthermore, team working skills are essential when working at a front desk within a hotel as you must work with both management and housekeeping teams in order to ensure smooth operations and that brand standards are met at all times to ensure consistency. Large teams operate in hotels therefore it is important that all staff members can work together to complete all daily tasks. While on placement at the Premier Inn it was made apparent of the importance of team working skills due to large numbers of staff members working together towards deadlines such as to have rooms cleaned and serviced by 2pm ready for check in. In addition to this, for safety reasons team working skills are vital in order to ensure the health and safety of our guests are maintained to the highest level with procedures such as fire alarm drills and anti-social behaviour drills.  

Another skill which is required to work front of house is problem solving, T Baum (2002). Front of house staff are constantly faced with problems varying from noise complaints to damaged property to room issues such as incorrect allocation or unclean rooms. One of the most important jobs for front of house is to ensure guests are happy and any requests such as a sea view facing room are met to attempt to create repeat reservations and improve brand reputation. Usually guests will judge the hotel on their speed of resolving the problem as opposed to the original problem, therefore all front of house team members should have excellent problem solving skills and contingency plans to best prepare for any issues a guest may face during their stay. 

Furthermore, self-management skills are essential when working on front desk as a lot of shifts will be worked alone or without management such as a night shift or early morning shift depending on location and expected busy hours. In the premier inn night staff are expected to work the shift alone and therefore have to manage themselves effectively to ensure the safety of guests and an enjoyable stay. While I was on shift the hotel manager was on her break therefore out of office and I had to use self-management skills when a guest approached the desk to complain of the heating not working in their room. I then apologised as per my training and offered to move rooms or provide a standalone heater in their room.   

In relation to this, front of house staff must have some level of empathy in order to relate with guests and resolve any issues in the best way where the guest is satisfied as often a hotel is judged on its response to an issue rather than the issue in the first instance. Therefore, to guarantee guest happiness the receptionist must show empathy towards the situation and offer the best possible resolution for the issue presented. “Guests responded favourably to personable staff members who are quick and competent”, Spinelli, M.A and Canavos, G.C (2000). This meaning that staff members who are able to resolve any issues alone and as quick as possible are viewed favourably by guests. Furthermore, interpersonal skills work excellently with this as from my experience talking to various different guests, it is apparent that you must use a different tone of voice and or language between a young visitor (eg 19yearsold) as opposed to a retired pensioner (75+) therefore you must have a level of understanding of which language is appropriate for different guests. 

In conclusion, there are many key skills required to work on a hotels front desk as you are the first point of call for all your guests therefore must have essential skills to deal with whatever needs the guest has. 
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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?


	Ensure reception areas are clean and tidy at all times 
	Use available chemical training and equipment 
	Reception looks presentable and has been sanitised 
	Ensure that all staff complete chemical and cleaning training

	Ensure all fire exits and assembly points in the hotel are clear
	Use other team members knowledge and experience 
	Safety is ensured of the guests
	Have appointed staff available to take responsibility when required

	Make sure that all rooms have been cleaned and made to meet the brand standards and expectations
	Show the team how to follow a success route efficiently in cleaning of the rooms 
	All the rooms are cleaned to the same standard as others within the brand
	Make all staff take training on cleaning and use of chemicals in order to ensure brand standards are met

	Present yourself professionally for guests arriving with 5 and 10 feet rule 
	View handbooks and training materials on brand standards
	Guests feel welcome therefore likely to book again in the future
	Ensure that training is completed on service standards

	Ensure that complaints are dealt with through service recovery 

	Deal with complaints quickly and efficiently 
	Guests feel satisfied with response to their complaints been recognised and resolved
	Use handling complaints with HEART model (hear, emphasise, apologise, react, tell) 



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)


	
‘For most hotels the key technology is the Property Management Systems (PMS) which is defined as a set of application programs that directly relate to the hotel front office and back office activities’, Pucciani, K. and Murphy, H.C (2011). The property management system is incredibly important within a hotel as it allows hotels to manage the hotel based on numerous factors such as off-rooms which are not to be sold, disabled access rooms and the system also allows you to set reminders for important cleaning schedules such as mattress turning and mattress protector changing.

The property management system however is expensive therefore often it is only large chains such as Premier Inn and Hilton can afford to implement the system. However, where hotels do have a PMS, all aspects of hotel reception and guest management become much easier to manage. The system combines four different modules; Reservation module, Room module, Guest accounting module and General module. 

The reservation module shows details on check in, check out, guest details and any meal deals and/ or breakfast. The system can automatically book in guests and send confirmation immediately without the need for human intervention, saving time which is a valuable resource within hotels. The room module manages the status of rooms, it allows staff to manage hotel rooms with an entire layout of a hotel including the rooms under maintenance, rooms in long term stays, and disabled access rooms etc. The guest accounting module stores the data of hotel guests based on payments and transactions made during the stay which allows staff to view guest accounts. Finally the general module has human resources details and training details. 




	
Element 2 – Hotel reputation


	Hotel reputation is massively important to hotels as having a good reputation within a brand leads to brand loyalty and return customers, as well as word of mouth advertisement which is one of the best free advertisement methods as guests recommend hotels to friends and family and the word spreads when a hotel has exceeded expectations. Reputation can be defined as a social construction, based on the image we reflect in the eyes of others (Griffin, 2002).

In relation to hotel reputation one key element which is largely effective is online reviews which many guests use in order to assess the amenities and quality of stay prior to booking a stay. As suggested by F,Hu , “Some attributes are reported as uniquely helpful for a specific hotel class, such as proximity to a station (3- stars), bed and lobby (4- stars), and experience and drinks (5- stars)”. This meaning that different guests booking different standards of hotels will review hotels based on their own criteria of needs and expectations based on the star rating of the hotel. As a result of this three star hotels create the expectation of convenience for travel and commuting facilities and general comfort. Whereas a five star rated hotel may attract guests who are staying for a holiday and looking for high quality restaurants and experience exceptional service. Alongside this, hotel bookings have a direct link with reviews on sites such as TripAdvisor due to the fact that guests check before booking that the hotel will provide the amenities required for their stay and that rooms are equipped, clean and practical Therefore, looking at customer expectations based on hotel star ratings and meeting or exceeding these expectations will likely lead to brand loyalty and a better hotel reputation.  


	
Element 3 - Communication 


	
Communication is essential within a hotel to ensure safety of guests and that their stay is enjoyable. Communication plays a fundamental role in balancing individual and organizational objectives. Within a hotel, especially, with front desk staff communication is highly important as they receive communication from both guests and colleagues which they must communicate to ensure guests expectations are met or exceeded and that any requests from management are fulfilled to guarantee safety and that all hotel facilities are running as they should be.

Furthermore, in relation to communication, this is very important when it comes to shift handover throughout the day to ensure that guest information such as safety of disabled guests and extended stays are communicated to the appropriate staff. Also details on the safe such as valuable lost property and petty cash receipts are important to communicate to ensure that there are no faults and that all paperwork is correct.  

Communication from guests is almost constant within hotels with requests such as for rooms to be serviced or fresh towels etc. Therefore, staff must use communication skills to ensure guest requests are met. 


	
Element 4 - Staffing 


	
Finally, Staffing is the most important aspect of front desk operations due to the fact that a hotel cannot operate without staff. Staffing involves the distribution of staff between different departments within the hotel such as housekeeping, hospitality and catering and front of house. Finding staff within the hospitality industry in these days proves to be difficult therefore staff may need to be taken on with less experience and given on-site training in order to gain the experience needed on the tasks to be carried out such as chemical training for cleaners and technology skills for front desk staff.

Housekeeping staff have numerous responsibilities involving cleaning and servicing guest rooms, sorting laundry, cleaning glassware and maintaining cleanliness in common areas. Housekeepers must undertake numerous training courses such as chemical training for cleaning products and brand standards of how a room should be set up. 

Reception staff also have cleaning responsibilities involving cleaning reception area throughout the shift and maintaining tidiness on desk areas. As well as this staff need to be approachable for guests and empathetic towards any issues, in particular, Premier Inn operate a policy where staff acknowledge guests at 10 feet away and then when within 5 feet you greet the guest, this makes the guest feel welcome and starts off their stay in a positive light.    

Overall staffing is combined of many components and must be combined in a rota to ensure that there are enough staff to deal with the amount of bookings and expected footfall during the times of day. 
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