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According to Elphick “Front desk responsibilities go far beyond simply checking guests in and include everything from managing reservations to liaising with different teams throughout the hotel to coordinate exceptional service for guests”(Elphick, 2023). The role of the hotel front desk is extremely important for the business, and it also implies several responsibilities and duties, such as check-ins, check-outs, dealing with guest issues, managing the parking of the hotel, liaise with the other departments of the hotel when needed (housekeeping, maintenance) , or sorting out any guests’ inquiries. Therefore, it is easy to state that a hotel front desk agent must have the adequate skills to ensure all the above-mentioned responsibilities and duties are achieved seamlessly. As already highlighted, a receptionist has a multitude of tasks to accomplish, and although they differ completely from one to another, all of them have one point in common, and that is none other than the so important communication skill- none of the tasks would be able to be completed without a strong communication skill. For example, a receptionist needs a strong communication ability in order to be able to face the guests, to listen and understand their needs, to pass on messages and instructions to the other teams such as housekeeping or maintenance, or even food and beverage. Richards defines communication as it follows: “Communication takes place when one mind so acts upon its environment that another mind is influenced, and in that other mind an experience occurs which is like the experience in the first mind, and is caused in part by that experience” (Richards, 1928) There are four types of communication: verbal, non-verbal, visual, and written, and a receptionist will have to show obviously all four of them; verbal- to be able to listen a message, understand it, and pass it on effectively; non-verbal- to be able to manage body language, gestures, or facial expressions in such way that the guest always feels welcomed and validated, even if let’s presume the receptionist has a bad day or is under pressure; visual- to be able to comprehend graphs and charts that are related to the hotels matters; written- to be able to respond to emails professionally. Another extremely important skill that a receptionist must possess is organisation. Some of the main activities that a receptionist undertakes were already mentioned, and clearly there are many, therefore, without a good organisation chaos would be easy to install in. For example, there are occasions where a receptionist has to complete a task given by the manager, meanwhile a guest appears at the front desk, and another customer comes to the reception to ask for some extra towel in the room. In this case, the receptionist must show strong organisational skills and balance satisfying guests expectations with manager directions. Alongside communication and organisation, a receptionist must have the skill of problem-solving. As front desk is the core of the hotel and if any issues arise the guests will immediately address themselves to the reception, it is necessary that the receptions manages the situation wisely and with patience, which is another complementary skill. A receptionist has to help guests, to solve their potential problems such as poor internet connection, rooms that are not cleaned properly, any errors with the payment they have to make for the services provided, keycards that re not working, and sometimes people way of behaving can be challenging, reason why patience is required. Although I haven’t worked at the front desk until this moment within my hotel work placement, when I started my research on the topic, I found out exactly what I expected to. I have worked in customer relationships roles, and I understand the importance of customer satisfaction deeply, and somehow, same theory applies for hotels, guests needs and expectations must be met and exceeded, and for that there are some skills that can contribute to a positive result. Also, while I was waiting in the lobby area I have observed the receptionist actions to gain a better understanding, and I have certainly seen that there are moments in a day when it is really busy and guests keep coming to the reception, however not for one moment the professional smile on the receptionist face was missing, she had a lot going on and still she kept her calm, positive behaviour and the environment was a pleasant one thank to her strong skills and professionalism. 
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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 will reassure the teams that I have the situation under control, and I will make the management teams from other departments aware of the situation and ask for support if required. The guest is on the first place and what is going on behind the scenes does not have to impact them by all means. My next step will be to create a checklist with everything that needs to be actioned during the shift, and ensure it is executed. And at the end of the day, I will check the performance and mention within handover if any tasks remained unfinished due to the unforeseen circumstances.

	The first step that I will take will be to start the shift with a positive attitude, followed by organizing tasks and events and prioritizing them using the criteria of emergency and importance. Also, I won’t hesitate to ask for help from the other departments managers if I will need it. Using effective communication, all the departments of the hotel will be aware of the situation and be able to help so that guests don’t feel an impact. 
	With practice it will prove its efficiency. My plan is very practical, as it is always another manager available that has a deep knowledge about the hotel and can support. Also, my plan is on point and concise- communication, time management, and prioritizing will always be a winning formula, and are also essential skills that any associate would have anyway. Therefore, my plan is structed in such way that it can be followed by any member of the team without any extra effort, and it is focusing on not panicking, and taking the tasks one by one, so that stress and potential of feeling overwhelmed are avoided. However, there is always place for improvement, we are learning every day.
	My idea of a contingency plan is to plan in advance on a regular basis a backup rota, ensuring that there will always be on shift an associate that has a deep knowledge about the structure of the hotel, who knows whom the right person is to ask for help. And if anything would happen, then the backup rota would prove itself to be very effective and helpful, all that there would be left to action would be to contact the associate that is “on spare” and ask to come to work to support. 

	


	
	
	

	


	
	
	

	


	
	
	

	


	
	
	



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)


	
According to Tesone (2010), management is “the accomplishment of an organization’s objectives through the activities of others”, all the actions of a manager must serve the organization’s best interest, goals, and purpose. (Tesone, 2010, pp.7-11). Each and every single hotel success is measured in the number of the bookings, therefore it is vital to attract as many guests as possible. The systems that includes all the matters in regard to bookings is the Property Management System (PMS), however it does not contain just booking details such as the availability/ occupancy, check-in/ check-out, it can also contain other extremely important information such as guests’ profile. To conclude, property management system can be described as the system that a certain hotel uses to administrate the reservations (Landman, 2023). The systems will vary from a hotel to another one, however, in general, a Property Management System has the primary role to support both the mangers and the staff, as it outlines features like offering automated tasks for the staff, inventory control, centralizing transactions, generating reports, and also it eliminates the need to have a computer as it can be accessed on the mobile phone, which makes it convenient as well on top of efficient and time saving (Damgaard, 2020). 






	
Element 2 – Hotel reputation


	


Hotel reputation is represented by the image that a certain has on the various media platforms and implies understanding the guests needs and building on those needs the so important customer loyalty. Hotel reputation is not an event that just happens, it can actually be managed in such way to contribute to the success of the hotel, by implementing certain strategies. All guests have the option to complete a review where they express how they felt during the accommodation, from the cleanliness of the room to the taste of food served or the friendliness of the staff. All reviews can be used to build up a reputation, or prestige, if the vast majority of them are positive. The answer to “why is reputation so important?” is that as the reviews can attract more customers if they are positive, the same, they can damage the business if they are negative. Therefore, hotel reputation brings profit or loss, and it needs to be managed. One way  to mange the hotel reputation is by first reading and answering to all the reviews- these influences strongly how the hotel is perceived on social media platforms, and by answering to the comments be it negative or positive shows engagement, which is important to guests (Boley, 2020).




	
Element 3 - Communication 


	
Communication within the hospitality industry is vital, as it is a business that is customer facing, and it implies communicating on different levels, staff to guests, supervisors to staff, mangers to stakeholders, different departments of the hotel among themselves, and so on. The main goal for any hotel is to provide excellent customer service, and communication is the way to achieve that. It is also very important that communication is two ways, in more detail, communication does not simply imply giving out messages or instructions, but also it implies listening; a strong communicator will have the skill to listen actively, and that means to try and understand what the other person wants to communicate, how they think, how they feel, what are their needs. In hospitality, the verbal communication matters as much as non-verbal one, as for the guests it is important what is being said to them, but at the same time how it is being said. A nice smile will always make the guest feel welcomed, so the words must be accompanied by friendly gestures.  However, communication is a skill that can be improved by training and practice, so the ones that aspire to a career in hospitality but don’t have strong communication skills yet don’t need to worry, they just need to put some efforts into it (Giannotti, 2022). 






	
Element 4 - Staffing 


	Staffing in hospital is crucial, as the various right staff for the role will form a team that will contribute to the success of the business. And the terminology “right staff” staff involves commitment to providing excellent customer service, dedication to achieve the company’s goals, flexibility, and capability to adapt to the new and the unexpected. However, after finding and recruiting the right staff, it is then the company’s responsibility to invest in its associates, to train them, to listen to their needs, to motivate them, to compensate them, and to ensure retention of highly qualitied staff. According to Wood (2015) trying to define hospitality is tricky due to the continuous changes in the industry, however it is certainly part of the tourism industry as it serves tourists, then it is a service industry as it provides services to its guests such as accommodation, food, beverage, or other. The definition is direct proportional with the staffing matter, it is obvious that hospitality requires devoted people that have a culture of care, that enjoy serving others, and that are passionate (Wood, 2015, pp.5- 7). Following COVID-19 and Brexit, Human Resources came across some challenges in recruitment, and more companies implemented new strategies which implies investing more in the recruiting process, focusing on retaining the staff by demonstrating appreciation towards their talent and recognizing good performance, or by engaging more with staff through surveys. To conclude, hospitality is a people business, and although finding the right staff is important, the focus must also be on retaining talent, and while there might be some challenging times for the HR department, this brings along opportunities to evolve, to change old habits and patterns of the employers, and to modernize the work field within hospitality and tourism field (People first, 2017).
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