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In the hospitality industry first impressions count. Receptionists especially, are the first people customers encounter and they can judge someone even before they speak, by their nonverbal communication, such as face expressions, gestures, hairstyle, make-up, clothes and tidiness. Front desk workers are required to have strong technology skills, as they are required to work in different I.T. programmes, for bookings, stock checks, ordering, cashiering. Technology skills also vary, from telephone systems to printers and photocopiers and social media tools. Front desk can also be lone working often times, so employers seek for people who can think fast, have a reassuring attitude and good problem solving skills. Reception team members are also required to communicate in a clear and accurate way, skill that can be helpful in resolving problems that can arise with customers, such as complaints or difficult queries. Also, speaking a different language is a bonus as well, as the hotel can host people from all around the world and not everyone might know or speak English. This could also save the employer money as they would not need to hire an interpreter. Another important skill would be time management, as front desk workers are sometimes needed to juggle multiple tasks at once so, they need to prioritise and manage time properly. Receptionists can often be under pressure therefore, problem solving skills will be helpful and also trying to keep calm I those situations. A tidy organised worker is always appreciated, as they are required to locate documents and digital files fast. This skills does not require only speed, but also to be able to follow processed. Customers need to feel they are in safe hands, especially if they have children, they need to see that staff are confident and know what they are doing. The employers also need to know that they can thrust their employees and that they can depend of them when they are not there. All employees need to be loyal and be prepared to go the extra mile for their customers. Almost all the important strengths and skills are dependant on interpersonal skill, so the employers will look for those from the beginning of the interview stages. Soft skills and emotional intelligence are very important as well, like being empathetic, friendly but firm when the situation asks for it, punctual and have relationship-building skills as customers need familiarity and friendliness. It is easier for a client to leave a good review if they know your name and personality and got to make a bit of conversation during meals or check in. People can be trained in skills such as time management and computer, but it is essential that they have empathy and be able to think like the customer and to step into their shoes. In order to process information fast, receptionists should be good listeners as well and also have good writing and editing skills for emailing and social media platforms. Another valuable skill is a positive attitude as it helps in managing conflicts and ensure a pleasurable experience for everyone. Front desk workers must have tact, be calm and have patience as they can encounter difficult and challenging personalities any day and night. They should also be able to judge people and situations quickly, so they will not escalate, especially when alcohol or drugs have been consumed. Managing payment methods such as card and cash and also accustomed to foreign currency would be a plus. Reception workers are required to have a professional appearance, dress smart and tidy, adhere to the brand uniform. Strong perfumes and nail polish should be avoided as reception staff can be needed in the kitchen and restaurant area as well. 
Attention to detail is very important as well, as customers always appreciate the little things. Marketing skills should be possessed, as the workers are selling their brand to the guests by knowing and praising their products. From my experience on the front desk so far, I have noticed that you need a complex set of skills, varying from soft to hard, as employees do not need to be university graduates to do this job, as you can grow withing the company, through experience, trainings and learning. I have learned that initiative plays an important part in the role, especially when you start in a new place, so your employers and colleagues can notice that you are eager to learn and work. The theoretical knowledge learned so far in university is priceless, as we have learned about the industry, kitchen and allergies, health and safety, skills required, roles in the hotel, things that prepared us for this placement role. 
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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 quick resolution of this scenario in the future?


	- need to stay calm and confident in duties and responsibilities
		- make sure communication with staff is precise and concise 

	



	- by chatting and being advised by regional manager 
	- make sure there is someone on call to cover for managers or team members

	- explain the situation to guests, in case there are queues or impatient clients
	-make sure to be aware of policies and procedures of the company

	- by following policies and procedures of the hotel
	- ask the employees that are on part time to be flexible in covering extra shifts

	- try to contact the closest brand site to ask for cover if available and ask staff on part time to be flexible in covering shifts
	- plan in advance like partially checking guests in
	- by remembering and following training that has been given
	- set a limit of time until staff can phone in sick in order to be able to find cover

	- partially check rooms in so it is faster when guests arrive
	- be confident in training and skills possessed 
	
	-offer incentives so employees would be more receptive in working extra shifts

	- keep in touch with regional manager in case there is something urgent 
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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)


	The property management system is the core operating system of a hotel that can resolve the issues, weather it is a small bed and breakfast or a massive resort. The software helps in managing housekeeping, maintenance, front desk operations, invoicing and billing, reservations and channel management. A hotel property management system should run smoothly with a range of technology solutions. By having a simple and intuitive interface, helps in training employees and reduces the likelihood of errors. Also, through the internet, mobile devices or hotel kiosks, they offer self-service and remote check-ins functionalities to guests. The software is able to check room status and availability and also monitors double or group reservations. The system allows staff to modify guest reservation and even check-in guests earlier by seeing the room availability in real time. The property management system is also essential to data safety and security by restricting access to sensitive information in order to maintain safer payment processing and guest privacy. Front desk staff and housekeeping staff also communicate through the software, to provide information about clean or dirty rooms in real time, to ensure maximum efficiency of the hotel operations. The system makes it easier for the housekeepers to update the status of their rooms and keeps track of their tasks. The advanced systems can also make the schedules and generate tasks in order to make it easier for the managers or head housekeeper. Through client communication and data management, hotels can personalise the guest experience through membership and loyalty programmes and automatically send emails and invoices to guests. Some systems can also measure guest experience and have a review platform. 







	
Element 2 – Hotel reputation


	In an era where communication is mostly done via the internet and telecommunication, mothing can be hidden. Reputation management is where the company monitors, reviews and tries to control the information that affects them. Some of the key elements that are required in maintaining reputation are: review monitoring, satisfied customers, social media monitoring, brand related mentions and staying ahead of other competitors. The main business review websites are considered to be: Yelp, TripAdvisor, Facebook and Google. Managing and maintaining and company’s reputation requires monitoring these websites. Keeping customers satisfied is very important and one method is through responding to online reviews and complaints, weather good or bad. When responding to negative reviews, it will form an image to future customers as well, not only to the reviewer. Social media is very important as there are many customers having opinions about the brand, there si also information about competitors and market in general. Better understanding and knowing customers but also improve marketing strategies, protect brands and staying on top of trends is done through monitoring social media platforms. Brand related mentions can be present in many online areas like news websites, blogs and listings, forums, and staying on top of them is a crucial part of reputation management, or else, companies can miss out on important information about their brand and competitors. Competitors benchmarking can help staying ahead of competition by monitoring them and comparing strategies but also tracking their social activity and provide information about the right time to offer deals and discounts. 







	
Element 3 - Communication 


	Communication is heavily relied on in the hospitality industry, weather hotels or restaurants, therefore strong communication skills are required. Effective communication is essential for success, weather when speaking to guests or coordinating staff to provide excellent service. Communication skills also help staff to build a relationship with the client or resolve conflicts. Also, being clear and concise helps avoiding miscommunication that can ruin the flow of the operation. Hospitality workers interact with guests from all over the world so they need to be able to understand their needs and provide them with information and support. Tourism professionals should also be able to provide clear and concise directions, as guests would, most likely, not be familiar to their surroundings. Staff should also be able to communicate effectively with each other and their different compartments in order for less errors and complaints that can cost business. It would also be beneficial for staff to be able to speak a foreign language, especially front desk staff and managers. Alongside traditional language skills, digital communication skills are becoming the trend, as evolution heads in that direction. 
In the hospitality industry, non-verbal communication is just as important as verbal. From being able to read body language to communicating to people who do not speak the same language, by using empathy when a guest is struggling to communicate. Even though the modern workplace is increasingly dependant on technology, communication is still the key of the industry. 







	
Element 4 - Staffing 


	After Covid hit, the hospitality industry has had lots to suffer from, especially staff-wise, as many had to go off work like those with chronic illnesses or pregnant, some businesses even shutting down in order to minimise the spread of the virus. Companies and businesses are still struggling to recuperate as staff had to find jobs in other domains and now they are going through a staff crisis. By managing employees well, it increases productivity and ensures excellent customer service. Managers should inspire employees and provide them with a positive environment and set a good example in order for them to be the best brand ambassadors. With employees being the face of the brand, companies need to make sure that their staff is well trained and experienced, as that makes them more capable of handling difficult situations and transform complaints into positive reviews. Companies can keep staff happy by giving them incentives and offering regular training. This way, staff will become and stay loyal to the brand and represent it well in public and online. Selectivity is very important when hiring hospitality staff as the market is very difficult and all positions of all levels are important. Customers require remarkable experiences, where everything like décor, lighting, music is included. Employees need to be passionate about their jobs and to be able to create something special to the customer. Staff need to be properly trained, or else, it can be damaging to the operation in the long run. Staff meetings are very important as well as they can offer support, provide feedback and give a voice to the employees.
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