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Reception requires several different skills, depending on the hotel and the type of guests they host. The receptionists are usually the ones who oversee checking in and out of guests, making reservations and even answering questions raised by customers. The receptionists of a hotel are the ones who maintain the first direct contact with the guest, so they must cause a good first impression since, to say it, they are the image of the hotel. The presence and excellent communication must be exceptional accompanied by a good smile, which makes the welcome to the guest even more pleasant. Because of all this, the receptionist is in a position of great responsibility. 

“In my short experience as a receptionist, my first days were quite stressful, full of nerves and scared because I had never done any work as customer service, I have always been the one who works behind and not in front of the public.” 

As we have said before, there are many of the skills that a receptionist must have to carry out a successful job. Let us enumerate some of them. 

Guest Services Skills: 

· Communication; It is one of the important qualities because he is in contact with the guests either by phone, email, or face to face. Therefore, he must have a truly clean communication, the appropriate and clear tone of voice. They must know how to transmit the information to the guests in a clear and direct way. Sometimes even non-verbal communication must be excellent. It is not something essential but if you know more than one language this will be an incredibly positive quality too. 

  “Since English is not my native language, this was one of my biggest challenges when I was working as a receptionist along with the stage fright of public speaking.”  

·  Peaceful; The receptionist will have to perform several tasks at the same time and attend to many clients at the same time, so they will have to be calm, control stress and be flexible. knowing how to act in situations under pressure, always being professional and friendly.  

· Computer literacy; You do not have to be a computer genius, but you do have to have a basic understanding of how to use computers, how to use the software that the hotel has. This will help you a lot because your job is based on registering all the guest data and hotel information in the system. 

· Technical Skills; The new digitization system changed the entire way of operating the hotel, so receptionists must familiarize themselves with all the innovative technologies incorporated. 

· Social Skills; Being a social person is essential because they are the ones who receive customers, so they must be friendly, keep smiling and give a warm welcome and farewell. The good relationship with guests and visitors further enhances the figure of the receptionist. 

 

“In this situation, yes, I can confirm that I have no problems because I am quite a social person and devoted to others. Once I have overcome my shyness to speak in public, I am the nicest and kindest person.” 

· Organization; When receptionists perform various tasks, they must be organized so as not to mix up or lose valuable information or data. They must know where everything is for its correct use so they can also control the time spent on tasks. know how to carry out their activities and at the same time interact with clients or guests, attending to their questions or complaints. 

· Problem-Solving; This is one of the skills that helps customers and guests a lot. The ability to detect a problem and give a reasonable solution. When a guest or client goes to the receptionist, he hopes that he can answer his questions or complaints giving him an alternative and immediate solution. 

These are some of the fundamental skills that are required as a receptionist although there may be many others that are not mentioned. But having these present, decent work and success are guaranteed. 

“Carrying out the function as a hotel front desk, I was able to realize how important it is to possess some of these skills because they were especially useful for me to be able to do a respectable job for guests and clients.” 
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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?


	
I would try to have a meeting with the leaders of each session such as cleaning, cooking, and restaurant. Have each one speaks to their respective team. Inform them that we must provide the best hospitality to the guests to show the bosses that we can and know how to manage the hotel. 

	
doing great teamwork and considering that we satisfy and care for guests in a healthy and safe way. If so, everything will be fine.
	
because we would all be heading in the same direction as a talented team to achieve the same positive goal for everyone and for the business. 
	
I would have the staff trained, maybe not all but some to be able to perform functions in which even without the manager being there they can perform them successfully. 

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	It was defined as all the operations carried out through a software system that reflects the entry and exit records, reservations, number of rooms available, types of rooms and whether they are ready or not. With it you can also know how many guests are in the hotel, how many of them have breakfast or dinner and how long they are going to stay at the hotel. digital keys are even made for the rooms and for the employees. 

With this, it was possible to eliminate the collection of paper files. 





	
Element 2 – Hotel reputation


	It is about influencing the way the public perceives the hotel. Follow up on social networks and renew and innovate the website. Offering the best version of the hotel in all channels to create a good image. 
  You must be active on social networks, interact with guests to build a reliable brand. For this reason, a chat is sometimes created on the platform that allows customers to leave their comments and reviews. Create a web page that is accessible and easy to handle, in which you expose all kinds of information that is useful to customers. Have easy words optimized. Try to create a graphically superior design page that can be shared with other devices such as mobile phones or tablets that are downloaded quickly and safely. Get helpful reviews to increase the audience. Clients rely a lot on the good comments that the hotel must decide whether to go there or not. This means that if you get low grades, you may fall below the ranking. When you see a bad rating or comment, focus on improving the situation based on what is reported. Partnering with famous and well-known sites such as TripAdvisor, Yelp and Google reviews, to show that it is one of the first-choice hotels for many guests and travel and flight agencies. Stay in touch via email with the guests and planners you already know and ask them a survey that they can upload on the web to get more positive points. Focus on digital marketing that helps your customers and employees. 







	
Element 3 - Communication 


	
Guests who stay in a hotel are not just customers who pay and leave. They can help and serve as references for other clients, so you must try to create a pleasant experience that makes you leave satisfied and want to return. This is where communication and interaction with the guest comes in.
Guidelines to get it right:
· Communication with your guest regularly: Being in close contact with clients by email, giving them reminders before their trip and asking if they need any more information for their trip and instance at the hotel. This will help you feel calmer and more comfortable. Thank the guests for their stay and mention the wonderful moments lived in the hotel. Communication should be the same whether by phone or face to face.
· Maintain a consistent level of guest service: Friendly dialogues with the guest should be with the entire hotel plant. From the receptionist to the cleaner. They must be willing to answer questions or complaints and try to find positive solutions. The staff must treat the guest as they would like to be treated.
· Body language towards your guests is equally important: You must be happy, smiling and maintain eye contact so that the guest knows that he is being heard. If the staff is happy and enjoys their work, this is also a good thing. On the other hand, if he is in a bad mood, this totally discourages guests. 
· Keep lines of communication with your guests open: allow guests to ask questions and comments, whether positive or negative or simply give opinions. This will make them feel properly cared for. Make sure you have an automated chat bot that can do the job of answering basic questions at times when you cannot find the staff. 
· Be accessible to all guests: Make it possible for your website to be translated into several languages to make things easier for the client and thus be able to win more international clients.




	
Element 4 - Staffing 


	
	A hotel is endowed with work personnel in which each one plays a different and key role. Depending on how big the hotel is, several staff may be needed. It is especially important to have workers willing to perform their tasks with the greatest possible success. 

As workers in a hotel, we have the manager, the kitchen chef, the receptionist, the head cleaner and the cleaning staff and the bartender.
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