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There are a number of skills that are required for an employee to work at the front desk of a hotel. 
Communication skill is the most important skill as it enhances the ability of the receptionist to successfully welcome the customers to their hotel and make sure that the requirements of those customers are considered. The communication skill allows the person to analyse the behaviour patterns of the customers and to make sure that the information that is relevant regarding the hotel for the customers is communicated (Beesley et al., 2023). The receptionist also has a certain responsibility of attracting the customers towards the accommodation and food services that they are providing. The receptionist can also use communication skills to guide the customers who are seeking the products and services being offered by the hotel according to their individual preferences.
Active listening skill is another very important skill that every receptionist must have for working in that position in a hotel. The active listening skill allows the person to listen politely to the message that is being conveyed by the customers and understand the references or issues that they are facing regarding the products and services of the hotel. This skill also enhances the amount of knowledge that the receptionists can gain about the customer choices and make crucial decisions that can help in attracting the customers towards purchasing the service of the hotel. The active listening skill goes hand in hand with the patience that the receptionist can show in certain uncomfortable situations. Considering the fact that the receptionist represents the name and brand image of the hotel directly through their behaviour with the customers it is essential for them to be patient and analyse the situation to their best understanding.
Every receptionist must have problem-solving skills in their competency because the issues that are faced by the customers can be successfully understood and solved by the person sitting at the front desk of a hotel. The use of problem-solving skills also helps offer information to the customers about the different ways in which the particular Hotel can be the most suitable option that the customers can purchase. This skill enhances the attractiveness that the customers can have towards the hotel (Forman and Udvaros, 2023).
The receptionist has a certain amount of role in terms of working in teams with the manager and other staff of the hotel. Maintaining the chain of command is very essential within a hotel as the customers can be offered a certain amount of information based on that chain of command. Understanding the roles, they have and focusing on meeting the objectives of the hotel is one of the essential criteria that every receptionist must focus on. The presence of customer service skills is essential for a receptionist because the overall service that a hotel is offering to the customers must be presented in an effective way so that the real value of the product or service can be understood by the customers.
The need for ICT skills is also very high for the receptionist as the majority of the hotels within the UK operate through different computer-based systems where the receptionist must have the basic knowledge about the computer programs so that they can input the data that is necessary regarding the customers and their accommodation history. The use of ICT skills also enhances the ability of the receptionist to focus on increasing the speed at which the service is being offered to the customers. The receptionists must also have the ability to handle cash, credit/debit cards, and foreign currency for the customers so that they feel comfortable while purchasing accommodation services from the hotel. This also increases the dependability that the customers can have on the receptionists.
A person who has been given the responsibility to sit at the front desk of a hotel must be presentable in terms of their dress code and behaviour. Customers often get attracted or satisfied with the way the receptionist behaves with them along with how they are representing their hotel in terms of etiquette. The skill of adaptability is also useful for a receptionist to make sure they adapt to each changing environment in which the company prefers to operate.
The communication skill allows the person to analyse the behaviour patterns of the customers and to make sure that the information that is relevant regarding the hotel for the customers is communicated. The receptionist also has a certain responsibility of attracting the customers towards the accommodation and food services that they are providing. The receptionist can also use communication skills to guide the customers who are seeking the products and services being offered by the hotel according to their individual preferences.
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	Trip Advisor Review Response 150 words +/-10%

	



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 ask for a meeting with the departmental heads to set the duties.
	Front desk associates mostly keep an eye on every corner of an organisation. 
	I believe that collaborative approach cannot be a failure in the workplace.

	I will plan the day, as soon as I get informed about the sickness of the manager.

	I will suggest that the staff communicate with each other while working together.
	Start by welcoming the guests along with managing their expectations.
	Pre-planning and scheduling can help in an effective management.
	I schedule a meeting likewise and allocate tasks according to the responsibilities of the departments

	
According to Tørring et al. (2019), effective communication in a team can help to increase productivity and lower the mistakes in teamwork.

	They need to attend to all the queries of guests. Stay updated about the official emails.
	Inclusion of diversity and equal respect and opportunities for all can help to improve the performance of an organisation. 
	I will make them feel comfortable and confident about their skills and experiences. I will surely visit the rooms and other spaces to ensure the decorations and cleanliness.

























	Screen shot of referenced Trip Advisor review used:
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Figure 1: Positive review of the ROSSINGTON HALL
(Source: Trip Advisor, 2023)
Thank you for your kind and lovely words. It is our pleasure to be able to serve you in the best possible way. We believed in staying healthy and happy. Customer satisfaction is our topmost priority. According to NAQVI et al., (2020), organisational agility can be determined by customer satisfaction. Moreover, the development of operational processes and efficiency can help to improve organisational performance and productivity. We take care of every detail while decorating and designing a room and try to create separate themes and decoration ideas. In addition to this, we also try to design customised designs and decor for our guests. Your feedback is invaluable to us by helping in delivering effective and efficient service and experience to our customers. 


	

	

	

	Letter of complaint response 500 words +/- 10-%

	

Good morning Mr. Ronald Federick, thank you for sharing your valuable feedback. We are very sorry to hear your disappointments. However, we try to serve our guests the best possible treatment and experience. I would like to answer your first question. The kitchen team of most of the hotels holds a rotational duty for breakfast, lunch and dinner respectively (Foskett et al., 2021). Therefore, a specific time for all the guests is allocated to have their breakfast. However, late breakfasts are allowed and served as well. If the service gets late due to any kind of circumstantial issue then it might get cold. We have not been made aware of this at that moment in time when we would have surely looked into it and responded to you. I am extremely sorry for your experience, I assure you that it will never happen again.
The second issue is about the noise of nearby rooms. The hotel rooms are soundproof in our company. However, corridors and even balconies can be the source of your disturbance. We have not received a complaint at that time hence why we have been unable to advise other customers to understand the rules and restrictions of our organisation. It becomes nearly impossible for us at night to check on every room and their respective issues while they are sleeping. The management department always stays awake due to rotational shifts (Caldwell et al., 2019). However, we only can attend to our guests at their request. We will assure you that this type of situation will never happen if you kindly inform us by making a call to reception at any time; we will be happily assist you under any circumstances in order to prevent this from happening.
In addition to this, your last issue was the unhygienic toilet and bathroom. It is the most important duty of the housekeeping team to clean the rooms along with bathroom guests in the first half of the day. However, this is not admissible service from us, and we assure you that we will look into this matter with great care with both the housekeeping and the management teams to insure that we will not let this happen again. If these facts would have been brought to our attention at the time, we would have certainly accommodated you into a room that was available in clean and hygienic conditions. However, I assure you that we will investigate the matter and try to serve better and more effectively than before. Thank you for your effort and valuable time that you have taken to address all the issues you have experienced. It is our responsibility to make you feel comfortable and welcome in our hotel and we will assure you that our aim is to deliver the best service. Any type of feedback is highly appreciated, and we thank you again for taking your time to bring all these matter to our attention.  We hope that you will allow us another chance to exceed your expectations.
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
Pre-arrival and Property Management Systems are the first and foremost considerations for the hotel management authority in managing their guests. First is important to make sure that the guest has been able to appropriately make the reservation for staying in the hotel. It is an important responsibility of the hotels to make sure a hassle-free experience of reservation can be provided to the guest effectively. After the reservation is done it is important that the necessary quality check of the product and services are reviewed continuously. Any possible area of modification needs to be met with utmost consideration for maximum effective service (Popov et al., 2018). Despite the services that are provided to the guests after they come to the hotels to stay, it is essential to maintain the optimum quality of all the products and services that will be used by the guests immediately after their arrival. For example, the bed sheets that the hotel uses need to be appropriately cleaned before the arrival of the guest. Similarly for the hotels that provide wireless cellular networking services for their guests, must continuously check whether the quality of the network is optimum. Electrical connections or appliances within the room must be continuously checked along with all the necessary utilities that are provided in the guest rooms (Garrido-Moreno et al., 2021). In short in this period, it is the responsibility of the hotel to manage the property on which the guest will stay efficiently for providing a positive and healthy staying experience to the guest. 







	
Element 2 – Arrival 


	After the necessary prearrangement has been done before the arrival of the guest it is essential to provide the best staying experience to the guest to maintain the reputation of the hotel.  The reputation of the hotel is decided by the experience provided to the guest and their positive feedback to the external environment. Primarily the guests need to be provided with a positive and welcoming attitude in which they can feel valued by the organisation, and they can consider giving positive feedback regarding for all services provided to them. The guest needs to be presented with welcoming souvenirs which can also increase the reputation of the hotel (Supanun and Sornsaruht, 2019). When the guest arrives and checks in the hotel it is important to make them feel comfortable and take care of all the registration-oriented procedures as soon as possible. Undergoing through easy and non-complicated arrival procedure of registration and documentation creates a positive impression of the hotel's reputation in front of the guests. It is important to let the guests relax and only be bothered when they are extremely required. This creates a positive impression regarding the activities or functions conducted by the hotel (Kim et al., 2019). 









	
Element 3 – Duration of stay 


	The period when the guest stays in the hotel is the most important period to increase the service efficiency impression and satisfaction level of the guest. Communication serves as an essential ingredient in achieving a satisfactory impression of the guest. It is important to continuously communicate with the guest to be aware of their every requirement while staying in the hotel and also to be able to provide the maximum satisfactory services as well. The reputation of the hotel attracts more customers which is the reason it is important to provide the guest with a unique and impressive staying experience (Islam and Kirillova, 2021). Providing every required element at their disposal shows the responsibility of the hotels and creates a positive impression. Communication also helps in understanding the formal and informal suggestions for the betterment of the service from the guests. The quality of the food served to the guest, the quality of the product present within the room of the guest, the environment around the hotel, the behaviour of the staff, the efficiency of service and the ambience of the hotel itself create a positive impact within the guests. It is the responsibility of the management to provide clear instructions as well as remain updated about every individual guest staying at the hotel. Remaining updated about the requirements of the guest helps in providing satisfactory services which are personalised according to the exact requirements of the guest (Stringam and Gerdes, 2021). If the guest feel efficient services are provided to them before their request to anything, it increases the reputation of the services provided by the hotel.



	
Element 4 – Departure 


	
Departure is also an important part of the positive experience provided to the guests at hotels. In every hotel, there are certain necessities and stages of clear documentation presiders before the departure of the guest from the hotel. It is the responsibility of the management to look after a safe and complication-less departure of the guest which is the reason taking care of all the documentation and other formalities becomes essential. Providing an overall positive experience of staying in the hotel taking care of the formalities and involving the guest to a minimum extent even during the departure can increase the reputation of the hotel positively. It is important to make sure that until the departure of the guest from the hotel all the services provided to them and their expectations regarding the service efficiency can meet the benchmark (Liu et al., 2022). Staffing of efficient experience and well-educated employees to look after the welfare of the guests starting from their arrival until their departure is a crucial responsibility of the hotel management. It is important to recruit efficient employees and staff to create an efficient and experienced workforce that understands every necessary requirement of the guest and can communicate among themselves to create the most efficient type of service. 

Looking after the arrangement of pre arrival, services provided during the arrival and the duration of staying in a hotel as well as service efficiency during the departure becomes important to manage the guests arriving at hotels. 
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Another faultless stay at Rossington Hall

17 of my family and friends have just returned from a stay at Rossington Hall after celebrating my parents
50th Wedding Anniversary.




