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             Introduction
I will be highlighting a personal experience about working at a hotel in the front desk team as a receptionist. What will be the required skills and what will learn from this experience.

Reflection
With the help of this model (MBA, 2022), I will be sharing with you some personal experience about my time spent in the front desk team as a receptionist.

Description:
I join this team 5 years ago when I was still in college, I needed some extra money, so I start working part-time at this hotel in the front desk team (receptionist). The wage was quite decent for a part-time job, so I start to like this job more because I had time to do both, college, and part-time receptionist. 
             
             Feelings:
As a receptionist I was the first point of contact with the customers because I was sitting in the front office or the waiting area and I was the first person that guests meet when they visit the hotel. I was interacting with people face-to-face, through the telephone or over email. I enjoy the time spent there and I gain some experience, made some friend as well. In my first couple of days, I struggle a bit, but after that it start to be a routine, I start to be pretty good at my job and I was helping the new colleagues to improve their skills same like me. I’ve learned a lot of new things every day which made this job more interesting and fun.

Evaluation:
My communication skills are improving a lot in this time spent here but the most important thing that I learn it was that the guest / customer is the most important part on this business, and you need to try to make them happy always. Good service makes every business grow. 
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             Importance:
 All our staff is familiar with workplace values, duties, skills, and responsibilities which are the guiding principles to choose between right and wrong ways of working, and they guide important decisions and career choices.
 Some of the values are being accountable, honest, reliable, positive, a great team member, making a difference, focusing on detail, delivering quality, keeping promises, meeting deadlines, respecting company policy and rules, and showing tolerance.
Front desk receptionists at hotels receive guests, manage check-ins and check-outs and handle reservations, update hotel records, offer add-on services, and assist guests to make payments.
A front desk receptionist does more than welcome guests and greets visitors who walk into the business premises, they perform various administrative work across the company.
Some duties and responsibilities for a receptionist:
-Answer telephone calls to take messages from clients or to provide information.
-Receive walk-in customers and guests and make them comfortable.
-Direct or escort guests or visitors to specific areas or correct offices.
-Create adjust or cancel appointments when necessary.
             -Faxing, scanning, mailing, and filing documents.
-Inform other members of staff about visitors or cancellations.
-Enter customer details into the company's records or database.
-Handle all incoming and outgoing correspondence.
-Arranging meetings. 
Front desk receptionists at hotels receive guests, manage check-ins and check-outs and handle reservations, update hotel records, offer add-on services, and assist guests to make payments.
Some skills of a receptionist are interpersonal skills, communication skills, customer service, computer skills, multitasking skills, detail-oriented, team player, continuous learning.
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Conclusion:
I’ve learned that the most important thing in the front desk team, (as a receptionist) the guest / customer is the most important part on this business, and you need to try to make them happy always. Good service makes every business grow. 
Hospitality & Tourism it is a very important business and if every person from their staff is doing their job by the book all the guests will be very happy and they will always be back, this business will always grow thanks to their employs and their guest. 
I’ve done some mistakes when I was working here, but what is important is that I’ve learn from my mistakes, and I manage to improve my problem-solving skills, and I also improve my communication skills.
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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?


	
Keep communication regular.

	
Know the work requirements.
	
Because I have the knowledge and the skills to make this plan effective.
	
 Identify all the risks and hazards of the failed plan and made a list of them.

	
Maintain regular contact and body language.

	
Good communication with your staff by sharing all the necessary information.
	 
It helps to reduce uncertainty about the future and allows for better decision making.
	
Create robust contingency plans for all those risks and hazards to prevent happening. 

	
Maintain a consistent level of guest service.

	 
Every staff member must work to the same standard. 
	
Using my plan guarantees that everyone is on the same page and understand their responsibilities.
	
Share your contingency plan with everyone so when the time comes, they can act as quickly as possible.

	
Be accessible to all guests.

	
All staff need to be energetic and cheerful around guest.
	
Can reduce wasted time, resources, and money.
	
Monitor contingency plan frequently to make sure that is still accurate.



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)


	[bookmark: _Hlk129334541]

[bookmark: _Hlk129331151]PMS has the capabilities to expanded beyond core functions like room inventory, reservations, housekeeping and room assignments, to include all areas of hotel operations and you can also schedule preventive maintenance, draw up room attendant sheets for housekeeping and even manage your meeting, conference, and banqueting rooms.
PMS is a management system with a key factor in a hotel success that makes front desk workflows easy, having and easy check-in and checkout process which is important for both guests experience and hotel efficiency. PMS is a management system who helps you communicate between all departments to ensure that everything is operating efficiently and effectively.
PMS system’s functionality helps to speed up and optimize the process.



	
Element 2 – Hotel reputation


	
[bookmark: _Hlk129331169]Hotel reputation management is about monitoring, influencing, and keeping track of review sites, posting, and engaging on social media, optimizing the hotel site for search and much more. Hotel’s online reputation is vitally important to overall business and staying on top of it can make a significant difference in how your property performs against the competition.
An article from Business Insider delves into how Adele Gutman, vice president of sales, marketing, and revenue at Library Hotel Collection, gave some tips for best practices in hotel reputation management. She claims the secret to making it on the first page of TripAdvisor is to avoid negative reviews.
Some tips for effective hotel reputation: stay active in social media, engage with your audience in real-time, optimize your website for search, accumulate good reviews, focus on digital marketing.







	
Element 3 - Communication 
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[bookmark: _Hlk129331198]Communication is an important skill to have because it helps create relationships and shows how we express our feelings and opinions, which are based on how well we can communicate.
There are four types of communication:
1. Verbal communication: it includes good speaking skills.
2. Non-verbal communication: facial expressions, body language.
3. Visual communication
4. Written communication.
Communication can be about professional, personal, and academic reasons. Can be difficult to communicate effectively without knowing what you’re doing wrong.
Communication is an ability that articulate thoughts and ideas without difficulty while maintaining a respectful tone while building strong relationship with others, which will help you for different reasons (job search, personal relationships, leadership roles, and other areas of life).
Communications skills are the backbone of interpersonal relationships and how we relate to other people, this skill that shown increase of intelligence and success, pays well if you are able to do it,  and use it for your own benefit is something that many people struggle with, it  can be tough, and you shouldn’t let the fear of messing up prevent you from attempting it. Having good contact with others is one of the most important things, in a world where the internet has given many people a voice, it’s very important to learn how to communicate effectively.




	
Element 4 - Staffing 


	
[bookmark: _Hlk129331220][bookmark: _Hlk129334597] The world of business is highly dynamic, and if your business is to survive, it needs to be capable of adapting quickly in response to changing business conditions. For this to happen, you need professional staff, highly train, and who are flexible and can adapt to the new ways of doing things within a moment notice.
Elements of Hospitality such as generosity, presence, empathy, optimism, and confidence help us to exceed expectations and leave a lasting impression on the guest. 
Every member from our staff is highly train, hardworking, and we are proud to say that we have an excellent staff. We keep recruiting and training personal to help our business grow and to have an excellent staff.

All our staff is familiar with workplace values, duties, skills, and responsibilities which are the guiding principles to choose between right and wrong ways of working, and they guide important decisions and career choices.
 Some of the values are being accountable, honest, reliable, positive, a great team member, making a difference, focusing on detail, delivering quality, keeping promises, meeting deadlines, respecting company policy and rules, and showing tolerance.
 

A receptionist is the first point of contact between a company and its customers and is a professional who plays a supportive or facilitative role in the workplace. They sit in the front office or the waiting area and are often the first person that guests meet when they visit the hotel. The nature of their works means they interact with people face-to-face, through the telephone or over email.
Front desk receptionists at hotels receive guests, manage check-ins and check-outs and handle reservations, update hotel records, offer add-on services, and assist guests to make payments.
A front desk receptionist does more than welcome guests and greets visitors who walk into the business premises, they perform various administrative work across the company.
Front desk receptionists at hotels receive guests, manage check-ins and check-outs and handle reservations, update hotel records, offer add-on services, and assist guests to make payments.
Some skills of a receptionist are interpersonal skills, communication skills, customer service, computer skills, multitasking skills, detail-oriented, team player, continuous learning.
Some duties and responsibilities as a receptionist are the following: answer phone calls, receive walk-in guest and customers, escort guest or visitators to correct areas, create or cancel appointments.
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