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“Reception staff are a vital part of a hotel, when a guest arrives they want to be greeted with enthusiasm and attentiveness.” Patrick, L (2022) Working in a front desk there are a wide range of skills that are essential and important this includes good communication skills, clean and dressed appropriately, able to work as a team and be on time. Also being a front desk staff, you need to be able to problem solve on your own and be able to use the BART system to allow the hotel to run smoothly. This may include addressing guest concerns answering questions about hotels, the most important skills that is required for a front desk is communication. Communicating efficiently with guest that may have issues with understanding speech will allow good reviews and create a bond between the guest and the staff.
There are many skills required to work on the hotels front desk. Furthermore, it is integral for front desk staff to be trained properly on the BART systems.

Being at the front desk it is also important to be patient as sometimes the guests can come together, this can cause them to wait to be checked in. while being on the front desk on your own it can be overwhelming when the guests start being agitated and angry as they would just like to get checked in as soon as they can, this might be because they have had a long day or they are just tired. It is important to be calm and collective when this happens and making sure that you still have a positive attitude towards the guests as all this will could possibly be left as a review and have an effect on the reputation of their hotel so being organised will save time.

Being a front desk employer you will have to be to think on the spot if any problems occur, whether it happens to do with guests losing keys or having no internet access and guests not being able to use the heating system. These problems should be solved in a timely manner as patient is a virtue. (Olimovic et al 2020).
On the other hand, it is vital for front desk employer to have attention to little details and act upon. Little details maybe, last minute cancellations, lost key cards and working long hours etc. (Zayed et al 2022)

A receptionist is always the first point of contact for guests, as they enter the hotel, they a greeted by the receptionist therefore it is important that they are welcoming and have great interpersonal skills. Receptionists need to be confident and willing to help guests with any queries they may have. Its important to have good telephone skills as they will have to be bale to inform and resolve situations over the phone for guest, guests may ring up asking to change their reservation date or ask for refunds, sometimes depending on the rates guests book at it is unable to offer a refund or amend their dates due to space, this may cause guests to become a frustrated therefore receptionist will need to be able to make them understand with a calming and clear voice

“Technology allows continuous communication and streamlines the guest experience, from reservation to check out.” Kumar, P (2021) it is very important for front of desk staff to be IT literate as everything is now based online, being IT literate allows staff to be able to store all important information safely and accurately.

Its essential front desk staff are able to multitask and work under pressure as there may be a queue of guests waiting to check on therefore staff should be able to confidently work through the queue whilst also passing on any important information needed during their stay  “A hotel reception is a busy place to work, and a receptionist will often be managing several different tasks all at the same time” Primary Agency Recruitments (2020)

As a receptionist you should refrain from discriminating any guests that come into the building from the way they look or dress, as everyone should be treated equally and feel welcome in the hotel, as each person has a different job or lifestyle.
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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?


	To ensure the hotel is represented well to the guests I would make sure the front desk is clean and tidy as this is the first and last thing the guests see as they enter and leave the hotel, have a welcoming and approachable body language to make the guests feel reassured and satisfied within our care. 
I would ensure there is a trained staff at the front desk who is able to identify any gaps in the services. I will ensure I provide guests will all the information they need about breakfast, parking and cleaning arrangements whilst staying in our hotel. I will make sure express check ins (ECIs) to make check ins faster and effectively. 
	To ensure operations run smoothly under my management this is by make sure we are not short staffed so staff and not having to carry on more job and tasks they need to, making sure they are meeting their time tasks as this will minimise labour costs and keep our hotel on target with our achievements in the premier inn hotel industry. Communication is a important aspect of working in a hospitality industry ensuring staff are able to work together and pass on any vital information and they are able to approach you when in need. 
	I believe my plan to be effective as I have a good understanding of how a front desk operates and making sure I have good team players with good interpersonal skills, furthermore I have the knowledge and the training to operate and manage the hotel in emergencies like manager phoning in sick. I will be ensuring that I meet the needs and standards of the guests expectation as this will allow them to give good feedback and reviews about our hospitality during their stay.
	To ensure quick resolution of this scenario in the future I will ensure all employees are up to date with their training and any changes that have occurred across the board. I will also make sure tasks are shared out evenly and according to strengths to take the pressure off staff having to meet guest needs on their own which will also allow staff to be able to work within the time limit therefore this will reduce labour costs.



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)


	
A Property Management Systems (PMS) is a overall online systems that holds all information about the guests, turnover of the business and many other information requirements. However the PMS systems also hold the most confidential information and details of guests and 
Property Management Systems (PMS) helps allocate rooms to guests when booking onto the systems this also allows the front desk to change rooms in case of any issues. This system allows information about guest departures and arrivals and makes it easier for the front desk to assign rooms to housekeepers evenly. 
Property Management Systems (PMS) allows hotels to see what rooms are occupied or free and also allows then to keep track on what room needs maintenance. Property Management Systems (PMS) also helps delegate rooms or tasks to housekeepers or managements (Zayed et al., 2022).

‘By coordinating reservations, availability, payments, and reporting in one central point of sale, hoteliers have a better grasp of the real-time demand and performance of hotel operations.’ Hollander, J (2023)
The benefit of using Property Management System (PMS) is to save time as hotels biggest problem is being time poor however with Property Management Systems (PMS) they will be bale to reduce time spent on admin and use available time to complete backlogged tasks also have time for themselves however if you haven’t had any training on the system it is more likely it will be time consuming and stressful to use. Preno (No Date)





	
Element 2 – Hotel reputation


	
“Hotel reputation management is all about monitoring and influencing how your hotel is preserved online. It involves keeping trach of review sites, posting and engaging on social media, optimising your site for search and more.” Boley M (2020) 
Premier Inn is a large company who has a lot of competition and try their absolute best to be the best in the hospitality sector. A hotel reputation is all depending on customer satisfaction, after a stay customers will leave reviews online which builds up the hotel reputation and will encourage guest to return and for new guests to approach our hotel. ‘In 2022 Premier Inn was voted best business hotel brand in the UK’ Premier Inn (2023) 
The first thing guests notice in a hotel is the cleanliness as they enter therefore it is integral that the hotel is constantly kept clean and clutter free also having a welcoming front of desk staff as these are the main points a guest is most likely to comment on.

The hotel report was compiled by Which? and surveyed over 6,000 of its members. Research looked at key factors that contribute to making a hotel chain great, including value for money, customer service, bed comfort, and cleanliness. Reviewers praised the gleaming bathrooms and five-star comfort of Premier Inn’s Hypnos beds, all of which played an important part in Premier Inn retaining its top spot on the table. Premier Inn (2023)



	
Element 3 - Communication 


	
Communication is required in hotels as this will ‘help build rapport with guests resolve conflicts and create a positive overall guest experience’. Les Roches (2022)
‘Good communication in team can help promote employees work efficiently when understanding their roles and responsibilities’. Johnson, E (2022)
There are vast ways to communicate within a hotel which can include telephone, emails and letters there are also options of communicating with others who may struggle to understand speech these could be sign, braille and hearing loops.
Miscommunication between departments may have an impact on guest services, for example if the front of desk forgets to mention any special requirements of a guest to the housekeepers when the housekeepers set the room up they will not be able to complete the request this may cause the guests to put a complaint.  There are way communication can be improved in the hotel industry this could be by implanting training and scenarios for all members of staff. Communication is not only important with guests and colleagues however it is also vital to have good communication with the higher management to pass on information about the hotel such as, costs, deliveries, staffs etc


	
Element 4 - Staffing 


	
	‘When recruiting to add another remember of staff they should make clear what they would like them to possess in order to keep the team flow properly and efficiently’, this will help recruitment proper staff will allow less time to train the new member of staff. (Shin et al 2019) Management have to ensure they have enough staff to cover all departments without putting pressure on staff to complete each task individually, management have to promote teamwork within their staff this can be done by proposing team building activities allow each member off staff to show off their strengths and weakness which will allow other member of staff to help each other overcome any weakness they may show. . “We operate a number of programmes across the Company, including our award-winning induction programme, industry-leading training” Whitbread (2023) Once staff start working within the hotel industry it is integral they complete the ‘academy online’ training as this will give the staff the correct information on how to complete their roles safely, this training will need to ne refreshed after various months to keep staff up to date of any changes and keep them refreshed of their roles and responsibilities of working in the hotel. Its important to praise staff for the effort they put into their work and having one to one every few months to get an understanding of how staff are coping with their role and workload and whether they are needing any support.
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