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Working in hospitality industry it is a real challenge, but in the same time it is something very nice if you have the necessary skills.
“ The front desk has always held a pivotal position of importance in the lodging operation. It is one of the first points of contact with the guest, and, as such, it’s ambiance sets the tone for the hotel.” ( Bardi, 2010, p.102 )
To be successful in the front office department you need a variety of skills.
Skills can be divided in two categories, hard skills, that are studied like certificates, university and other courses that you get a diploma for. And soft skills, that are the ones you learn in time but through experience like being polite, on time, team work, communication skills, empathy, good organizational and multi-tasking abilities, problem-solving skills and others (Institute of hospitality, 2022)
Working as a receptionist at the hotel, you actually represent the image of the hotel in front of the guests and you have to do your best to make they stay great. (Corgel, 2011, p. 6)  The job requests a lot of communication skills as you have to be able to create a connection with each person, trying to anticipate their wishes and in this way going to know them, as a lot of them can be regular guests and they want to feel familiar in their stays at the hotel. (G. Vallen  and J. Vallen , 2014, p.240)
My allocated hotel it is Delta by Marriott in Swansea. This hotel has a great location, near the city centre and in the same time with a nice view, one side at the ocean and the other side at the Marina. The hotel has over 100 rooms, so a large number of people are coming and leaving daily. Also, being part of Marriott brand a lot of companies and even universities are using the hotel services for their conferences or other occasions for their employees, so in the same day big groups can check in at the same time.
Before my first shift at front office department I was feeling nervous because a new experience was coming and everything was new for me. I found a very nice and solid team and I have the pleasure to work with some of them and I can tell that they didn’t exclude me at all and made me feel part of the team.
Hard skills requested to work at front office are language certificates, IT certifications and certificates for health and safety, first aid,  fire safety qualification, accounting, public relations or communication. For example, they are using a lot of programs such as Opera property management system, Empower guest experiences, Marsha  and actually you need good computer skills to work at hotel’s front desk.
“ The front ( or reception ) desk is the heart of the front office department. It is not simply a place where guests check in and check out but often the focal point for any enquiries, and is normally open twenty-fours hours a day” ( Wood, 2013, p.47)
Speaking about soft skills I was really impressed about the job that one of the associates done one day. She had a couple complaining on their leaving that the ventilator from their bathroom didn’t stop working. She politely thanked them for announcing and offered them with the purpose of compensation for the issue, refund for paying the parking. They were very excited about this and left satisfied. The front desk employee showed empathy and problem solving spirit.
Another example that I would like to mention happen in other day while I was at front desk with another associate and she was really spontaneous showing a smiley face to all the guests, even if she told me in the morning that she didn’t slept all night because her daughter was sick. She was a real problem solver for different clients and she found a solution for all their requests. She moved a couple on a different room as they were not happy with the room located near the lift and they asked a room with a sea view. Also she managed to find a quick solution for an unhappy guest by offering a free breakfast for next morning.
In conclusion, I have discovered a lot of new things and now I understand better what they are doing. I saw how good organised they are and in each moment they could easily find information about every room and every guest.
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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?


	Have a smiley face and try to keep this issue away from guests. 
	Try to keep thinks under control, being patience and if it is the case explain the situation to guests so they allow a few minutes more for check in, check out or other enquires. 
	Because if the person on the front desk receive the guests with a nice welcome and a friendly attitude already start with a plus and any issue will appear smaller.
	Have a list with steps what you should do during the day, have a checking list, telephone numbers for other departments in case they have to solve some issues.

	Use previous experience to solve all the issues during the day shift.
	Making notes after all the things, print screens, and list with all the questions that was difficult to find an answer for.
	Because previous experience always helps, knowing how to interact with guests, what their expectations are and how to answer to their requests.
	To have a list with all the issues from previous shift, a list with all the expected guests during the day.

	Ask for other associate or manager to come to work as a front desk needs someone who knows everything.

	Try to communicate with guests, to find out what their expectations are and try to find quick solutions to any problem, asking help from the appropriate department.
	Communication is the key to solve a lot of problems and making connections with guests make them feels like home.
	Have an available associate for day shifts in case that someone can’t arrive on their shift.

	Familiarize with the hotel's policies, services, and amenities so that can provide accurate information to guests

	Understand the hotel's check-in/check-out process, reservation system, billing procedures, and other essential protocols. This knowledge will help you handle guest interactions efficiently.
	Knowing the rules of the hotel can be very useful in a lot of circumstances.
	Establish clear protocols and guidelines for handling different scenarios that may arise during a shift without a manager. These can include procedures for handling guest complaints, emergency situations, or any other critical issues. Provide associates with a written document outlining these protocols for reference.

	Continuously communicate with other staff members and share relevant information to ensure a smooth operation and consistent guest experience.
	Keep the front desk area tidy and organized. This includes having all necessary supplies readily available, such as registration forms, key cards, maps, and other guest-related materials.
	Keeping things organised will save time when different documents are requested and it will help during a shift without a manager.
	Cross-train associates in various front desk duties and responsibilities. This enables them to handle tasks typically performed by managers, such as handling escalated guest issues, making managerial decisions, and addressing operational challenges.

	Maintain a professional and friendly demeaner when interacting with guests. Make them feel welcome and valued throughout their stay.
	If a guest has a specific request or needs assistance with something, do your best to fulfil their needs or connect them with the appropriate staff members who can assist.
	Being friendly with guests and trying to solve their problems will be always a good aspect for them and they will be happy to be there.
	Designate a senior staff member or an experienced employee who can be available on-call to provide guidance and support in case of any complex situations.



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)


	“ Management is the accomplishment of an organization’s objectives through the activities of others” (Fallon, M. & Rutherford, D., 2010, p.7)
Property Management system it is defined as : “a set of application programs that directly relate to the hotel front office and back office activities e.g. revenue management, reservation management, room and rate assignment, check-in & out management, guest accounting, folio management, account settlement and room status management" (Kasavana & Canili, 2003, p.4)
An effective Property Management System should offer comprehensive reservation management capabilities, allowing users to create, modify, and cancel reservations easily. 
Essential elements required considering Property Management Systems are: Reservation Management allowing users to create, modify, and cancel reservations easily. It should support online bookings, handle multiple room types, and provide real-time availability updates. Front Desk Operations should streamline front desk operations, enabling smooth check-in and check-out processes. ( Bardi, 2015, p.249) It should facilitate guest registration, assign rooms, manage room keys, and handle guest requests effectively. Housekeeping and Maintenance should have features to manage housekeeping tasks and maintenance requests. It should provide tools for scheduling cleaning services, tracking room status (clean, dirty, or occupied), and managing work orders for repairs and maintenance. Regarding billing and invoicing, a robust billing and invoicing module is crucial for accurate financial management. The PMS should support automated invoicing, integrate with payment gateways for secure transactions. Offering a range of reports such as occupancy rates, revenue analysis, guest demographics, and forecasting data. A good PMS should enable effective guest communication and relationship management. It should store guest profiles, preferences, and history to personalize services, send automated email notifications, and manage loyalty programs. 

	
Element 2 – Hotel reputation


	“ Online reputation management is becoming hugely important to hotels because reviews have a direct correlation with demand, the holy grail of revenue management  “ ( Burr, 2020)
Hotel managers should prioritise online reputation management in order to remain competitive and obtain an excellent brand image having as result the bookings increase, guest loyalty and a positive image in front of their guests. ( Reviewproblog, 2015)
Guest reviews and ratings play a significant role in assessing a hotel's reputation. Online platforms and review sites provide valuable insights into the experiences of previous guests, allowing to gauge overall satisfaction levels and identify recurring issues. 
The quality of service provided by hotel staff is crucial. Prompt and courteous customer service, personalized attention, efficient handling of requests or complaints, and staff members who go the extra mile to ensure guest satisfaction contribute positively to a hotel's reputation. (Customer-alliance, 2015)
Maintaining a clean and well-maintained environment is essential for a positive reputation. Guests expect clean rooms, tidy public areas, well-kept facilities, tasty breakfast. Consistent cleanliness standards are vital to ensure guest comfort and satisfaction. 
Guests often evaluate a hotel's reputation based on the perceived value for money. Factors such as reasonable pricing, fair cancellation policies, transparent billing practices, and added value inclusions (such as complimentary breakfast or airport transfers, free parking, free place for kids, cot available on request) can influence how guests perceive the hotel's reputation.
The overall brand image of a hotel and its reputation management strategies also impact its standing. Consistency in delivering on brand promises, effective handling of guest feedback, and proactive management of online reviews and social media presence can contribute to building a positive reputation.

	
Element 3 - Communication 


	Communication is very important in hospitality industry because enhances guest experience, give value to guest feedback, represent the key between departments, solves issues and conflicts.
“ For hotels, the front desk is what fosters this communication and what creates the first impression. It directly interacts with guests in order to meet guest expectations and enhance guest experiences. “(Hospitality net, 2021)
In a hotel, effective communication plays a crucial role in ensuring smooth operations and delivering excellent customer service. 
Clear and concise communication should be used by hotel staff to communicate important information clearly and promptly to guests, such as check-in/check-out procedures, amenities, services, and any changes or updates. Effective communication involves actively listening to guest requests and feedback, addressing their concerns promptly, and ensuring their needs are met to enhance their overall experience.
Communication is the method of transmitting information both between departments, between employees, between the hotel management and employees and to customers. Different departments within a hotel, such as front desk, housekeeping, food and beverage, and maintenance, need to communicate effectively to coordinate activities, resolve issues, and ensure a seamless guest experience that’s way interdepartmental communication it is an important type of communication. Communication among staff members is essential for smooth operations. Regular team meetings, shift handovers, and digital communication tools can facilitate effective internal communication, ensuring everyone is well-informed and aligned.
By considering these key elements, hospitality professionals can establish effective communication practices that promote guest satisfaction, teamwork, and a positive overall experience for guests and staff alike.


	
Element 4 - Staffing 


	Staffing involves the activity of selecting people, interviews, contracting, orienting, trainings and certificates. ( Jones, 2010, p.167)
Staff members with the right skills and experience are crucial for delivering high-quality service in hospitality. Hiring individuals with the necessary qualifications, training, and expertise in their respective roles ensures that they can perform their duties effectively and meet guest expectations. Hospitality is a customer-centric industry, and staff members should possess excellent customer service skills. This includes a series of soft skills like being attentive, friendly, empathetic, and proactive in anticipating and meeting guest needs. A customer service-oriented mindset helps create positive guest experiences and builds customer loyalty. 
The hospitality industry is dynamic, with changing demands and unexpected situations. Staff members need to be adaptable and flexible in their roles, readily adjusting to different tasks, schedules, and guest requirements. Being able to handle unforeseen challenges with a positive attitude contributes to successful staffing in hospitality. 
Continuous training and development are crucial to enhance staff skills and keep up with industry trends. Providing opportunities for learning and growth, whether through workshops, seminars, cross-training, or mentorship programs, helps staff members stay motivated, improve their performance, and contribute to the success of the organization. 
Staff members represent the hotel and professionalism is the key. This includes adhering to dress codes, maintaining personal hygiene, displaying a positive attitude, and demonstrating a high level of integrity and ethical conduct. Professionalism contributes to creating a favorable impression on guests and upholding the reputation of the hospitality business.
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