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         I had a nice experience at the Novotel Wembley during the placement, I meet a lot of kind people ready to be helpful and answer to my questions. My experience at the front desk was new and intense. Being a busy hotel, Novotel give me the chance to meet lovely guests but also unsatisfied guests, who came with complains and first person which they see is the receptionist. Therefore I believe one of the most important skills that a receptionist must have is communication.
	I think a nice and upbeat attitude must be maintained at all times by the front desk employees. When receiving the visitors, they should remember to smile. The visitors must be made to feel at ease. Additionally, they must communicate properly and deliver the message so that visitors understand the guidelines and expectations they must conform to. But just like any work, I know some days can be busier, more stressful, and have more demanding clients than others. The front desk employees must display unflinching patience, composure, and steadfast interpersonal skills at precisely this time in order to consistently uphold the hotel's principles.(Medina,2019)
	Another important skill I think is to be able to do many thinghs in the same time to be multi-tasking. The front desk employee at a hotel frequently fills multiple positions, including that of concierge, bellhop, a cleaner, a member of the reservation team and even a barman if necessary. The profession requires a high degree of adaptability and versatility. Guests can come, have constant calls, emails, and inquiries from visitors in the lobby for information. (Carreirão, 2019)
	Also, in my opinion I think it`s important to have good technical skills. Computer work requires technical expertise from hotel receptionists. In my opinion to manage business transactions with customers, businesses have to know to use a particular software programmes and other processing tools. On-the-job training may be available, even though prior knowledge of hotel-specific software is often necessary. Front office team members with strong technological skills can accurately update client records in the system.(Indeed, 2023)
	Another important and must have skill is problem-solving. The ability to recognise issues and apply problem-solving techniques to offer solutions is a requirement for a front desk representative. Because it ensures the continuation of ordinary company processes, this ability is crucial. For instance, a copy machine keeps printing pages with only half of the document on them, so an office assistant looks through the manual to diagnose the problem. To discover that they must alter the print mode, they perform numerous tests.
	Work in team it`s an important skill. Depending on their area of employment, front desk professionals collaborate closely with other front desk staff members and company personnel to complete everyday tasks. They must thus appreciate working as a team and be aware of how collaboration affects the efficiency of corporate operations. For instance, at busiest times for service, a front desk assistant divides the work of taking calls from hotel guests and attending to in-person requests among other front desk staff members.
	To be organized I think it`s also important. Receptionists organise paperwork, organise workspaces, and schedule activities for their clients with the aid of their organisational abilities and attention to detail. For instance, their organisational skills aid them in setting up transfers. Time management may also be improved by organisational abilities. As urgent activities and problems are regularly handled by receptionists, their ability to manage their time effectively could be useful in carrying out their obligations within a strict time frame. These experts plan unique events like weddings and birthday celebrations using their organisational skills.
A cheerful attitude, patience, efficient communication, empathy, and listening are just a few of the customer service abilities that help these professionals create dependable bonds with clients. Additionally, these abilities include in-depth product and service knowledge. Since one of their responsibilities is informing guests about these services, receptionists may find it advantageous to be aware of the services that their company offers. Front desk staff members may be able to enhance sales and sell extra services by using their customer service expertise.
Having a positive attitude is also important in hospitality industry. Dealing with sensitive clients requires a positive outlook. The receptionist will become invaluable if them have the ability to move past previous issues or disappointments and focus on new duties or requests. It is essential to always greet new and returning clients with a smile and friendliness because the front desk employee is often the first impression a consumer may have of the business. (Greenberg, 2019)
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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?


	Making guests feel welcome and safe at the hotel
	Helping the bell desk with the management of bags
	Be organized and guest focused 
	Identify potential risks

	Pay attention at the special guest request

	Be emphatic and listen the want and needs
	The rates must be current and prominently advertised. Keep the packaging uncomplicated and clear
	Make sure have the resources to handle particular situations. Have key people

	Welcoming guests
	Arrival checklist

	To guarantee a positive guest experience, the front desk staff member needs to be fully aware of all of your guests' details, including when they are arriving, their room status and number, predicted arrival time, and any special instructions or requests.
	In the event of a disruption, the team's efforts might be guided by developing a clear goal for a contingency plan.

	Assure everything was fine
	Departure checklist
	All accounts must be cleared by day's end if the guest has an express checkout option that doesn't need them to speak with the staff before leaving.
	

	Communicating honestly  
	Sort front desk jobs according to priority

	Prior to their shift, employees should be aware of their duties and priorities.
	Making a plan that the team feels confident carrying out could improve its chances of being successful.



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)


	          By consolidating bookings, online booking availability, payments, and reporting in one place, a property management system allows property owners and reception team to control their activity. This system is to enabling personnel to check visitors in and out, view how many rooms are cleaned, occupied or ready to use. Also is for modify current reservations and even integrate back office functionality (schedule housekeeping or maintenance), the Hotel PMS improves front desk operations and guest services. Hotel operators may more efficiently monitor and keep track of the crucial metrics required to run their business by utilising a centralised system. Time-consuming, paper-intensive procedures are replaced with a hotel PMS.(Oracle,2023)
A hotel PMS does more than only assist with automating and streamlining hotel departmental processes. It has now developed into a platform that aids hotels in boosting their online exposure and reputation, connecting with their target market across regions, and generating more revenue by selling more rooms. A cloud PMS, as opposed to a server-based PMS, is built on open APIs and common Web Standards to facilitate easy interaction with a variety of third-party solutions. Let's examine how a cloud PMS can be useful here. The PMS is the hub of hotel operations and allows the smooth transfer of information across departments. Simply said, a hotel PMS automates processes, reduces labour costs, and improves customer service.( Bhatnagar, 2019)


	
Element 2 – Hotel reputation


	Hotel reputation is how about to boost sales and revenue, how to interact with previous guests and how to gain their trust.(Darios,2022)
Monitoring and influencing how a hotel is seen are the key goals of managing its internet reputation. It involves a multiple tasks, like as regular check on review websites, using social media, optimising websites for search, and more. Keeping the hotel's online reputation favourable is essential to its overall company and can have a big impact on how it competes with its competitors.The best location to visually represent your brand and give it voice when interacting with followers is on social media. Consistency is essential to creating and sustaining the community of planners and the target audience given the deluge of content accessible on every social media platform.(Boley,2020)
While it's simple way to respond to positive reviews, it's equally essential to do the same for bad reviews. It's understandable that not everyone would always be pleased with their experience, but it's still important to reply to reviews in order to draw in both new and recurring customers. If there was a problem, they want to know that the staff is working to repair it or that it needs to be corrected. It's important to acknowledge the perspective of the guest when responding to poor reviews, reassure them that it won't happen again, and refrain from offering justifications. More than anything, reviewers want to feel certain that the hotel is responding to customer feedback and handling complaints.(Lacalle,2021)


	
Element 3 - Communication 


	The front desk is the focal point of guest service and communication, and it has a significant impact on how guests feel and behave. On-property visitor interactions have typically been conducted in person or over the phone. Digital channels are now used for more interactions and transactions, such as mobile check-in, contactless payments, and SMS, chat applications, and social network messaging for guests. The way hotel staff members interact with their guests affects how visitors view the establishment and its staff, make decisions about whether or not to book a room, what they expect when they arrive, what they decide to buy while on the premises, rate and comment on their experience, participate in surveys and reviews, and decide whether or not to return. (Darios,2022)
Being proactive in anticipating the needs of the visitor and then going above and beyond to meet those needs. By finding out why a visitor is staying at the hotel, the staff can learn about their needs. They might be visiting for a party or travelling with children. In order to make their guests' stays more memorable, hotel staff might pre-stock their rooms with extras like kid's toys and treats or champagne for special occasions. 
The hotel's staff is required to respond promptly to both positive and negative feedback. In order to establish a personal connection, it is essential that the staff engages with the online followers in real-time. Comment to thank everyone who tags or mentions the hotel in a tweet or Instagram post. If encounter unfavourable feedback or complaints, which are posted on websites like Facebook or TripAdvisor, apologise in public and then take the dialogue offline to find a resolution.(Cvent,2020)

	
Element 4 - Staffing 


	
The majority of the jobs available in hotels do not require a four-year degree. The benefits of working in the hospitality business, like uniforms and staff meals, allow an employee to interact with intriguing people. A hotel employee may leverage their work history to advance to a management or senior position.(Indeed,2022)
The front desk team is in charge of taking reservations and making sure the staff is provided with accurate information. Additionally for assisting guests with check-in, handling any complaints, and distributing all pertinent information to other departments. In order to make clients feel comfortable, they must use a friendly attitude. To make a good first impression, they must present themselves smartly. To prioritise work and guarantee timely completion, they must be organised. In order for guests to feel valued when obtaining assistance from a staff member, employees must also be kind, amiable, and helpful.(BBC,2023)
The front desk, often known as the guest services division, is the first place a guest contacts when they make a reservation at the hotel. They also attend to the needs of current hotel guests who need assistance. In addition to alerting potential guests about the prices of the hotel's rooms, the guest services section arranges visits, greets visitors upon their arrival, activates guests' room keys, and delivers luggage to their rooms. While guests are there, staff members in the guest services division provide information on the hotel's amenities and surrounding things to do.(Indeed,2023)




		Word Count
	990



References 


Bhatnagar P. (2019, January 14). What is a Hotel PMS? All about Hotel Property Management System. Available at: https://www.hotelogix.com/blog/what-is-a-hotel-pms/ (Accessed 7 June 2023)
Carreirão, P. (2019, October 22). Hotel Front Desk Agent: The Skills Behind the Job Description. Available at: https://asksuite.com/blog/hotel-front-desk-agent-skills/. (Accessed: 2 June 2023)
Cloudbeds (2022, May 16). 5 easy ways to optimize front desk operations. Available at: https://www.cloudbeds.com/articles/optimize-propertys-front-desk-operations/(Accessed: 5 June 2023)
Cvent (2022, October 26). 8 Hotel Guest Communication Tips Every Hotelier Should Know. Available at: https://www.cvent.com/uk/blog/hospitality/hotel-guest-communication-tips (Accessed at 8 June 2023)
Darios I. (2022, November 18). 10 Tactics for successful hotel reputation management. Available at: https://www.cloudbeds.com/articles/10-tactics-for-successful-hotel-reputation-management/ (Accessed 7 June 2023)
Darios, I. (10 November, 2022). Managing hotel guest communications for the modern traveler. Available at: https://www.cloudbeds.com/articles/hotel-guest-communication/#The%20Role%20of%20The%20Front%20Desk%20in%20Guest%20Communication (Accessed 8 June 2023)
Eva Lacalle (2021, Nov 16). What are the best strategies for hotel reputation management?. Available at: https://www.mews.com/en/blog/hotel-reputation-management (Accessed 7 June 2023)
Greenberg, S. (2019, January 2). 3 SKILLS THAT A FRONT DESK EMPLOYEE MUST HAVE. Available at: https://tairecruiting.com/2019/01/02/3-skills-that-a-front-desk-employee-must-have/(Accessed: 5 June 2023)
Hollander, J. (2023, January 25). PMS in Hotels: Everything You Need to Know About Property Management Systems. Available at: https://hoteltechreport.com/news/what-is-hotel-pms (Accessed 8 June 2023)
Indeed (2022, June 25). Hotel Staff: Employment Options and Descriptions. Available at: https://www.indeed.com/career-advice/career-development/employees-of-hotel (Accessed 7 June 2023)
Indeed (2023, March 10). Front Desk Resume Skills: Definitions and Examples. Available at: https://www.indeed.com/career-advice/resumes-cover-letters/front-desk-resume-skills. (Accessed: 5 June 2023)
Indeed (2023, March 12). The 12 Main Hotel Departments and Their Key Responsibilities. Available at: https://sg.indeed.com/career-advice/career-development/hotel-departments (Accessed 7 June 2023)
Indeed (2023, May 11). Essential Hotel Front Desk Job Skills. Indeed. Available at: https://au.indeed.com/career-advice/career-development/hotel-front-desk-job-skills. (Accessed: 5 June 2023)
Indeed (2023, May 25). What are hotel receptionist duties? Available at: https://uk.indeed.com/career-advice/career-development/hotel-receptionist-duties.(Accessed: 5 June 2023)
Indeed(2022, December 12). What is contingency planning? (With steps and examples). Available at: https://uk.indeed.com/career-advice/career-development/contingency-planning (Accessed: 12 June 2023)
Medina, K. (2019, December 9). 8 Essential Skills for Successful Hotel Front Desk Agents. Available at: https://wpa.hcareers.com/2019/12/09/8-essential-skills-for-successful-hotel-front-desk-agents/ (Accesed: 2 June 2023)
Megan Boley  (2020, July 16). Hotel Reputation Management Tips and Examples Hoteliers Need to Know. Available at: https://www.cvent.com/en/blog/hospitality/hotel-reputation-management (Accessed 7 June 2023)
Oracle (2023). What is a Hotel Property Management System (PMS). Available at: https://www.oracle.com/cis/hospitality/what-is-hotel-pms/ (Accessed 7 June 2023)
Siteminder(2023). Guest experience in hotels: How to achieve complete customer satisfaction. Available at: https://www.siteminder.com/r/trends-advice/hotel-guest-experience/guest-experience-hotels-customer-satisfaction/#:~:text=To%20aid%20guests%2C%20update%20information%20on%20your%20website%2C,come%20out%20on%20top%20after%20the%20dust%20settles. (Accessed: 11 June 2023)
Stay Express (2023). Essential Qualities Or Skills For Hotel Front Desk. Blog.Stayexpress.com. Available at: https://blog.stayexpress.com/essential-qualities-or-skills-for-hotel-front-desk/ (Accessed: 5 June 2023)





image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




