
	
[image: UWTSD new Logo]

Component One:
What are the key skills required to work on the hotels front desk? 750 words (+/- 10%)

Contribution to Overall Module Assessment: 25%
	Student No:
	2128265
	

	
	
Module Title:
	Hotel Administration & Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Lisa Bassler
	

	
	
	
	

	
The hotel front desk agent or, in short, the annexed role of receptionist is otherwise a professional who is responsible for greeting guests courteously, in efficient manner (Resources for Employers, 2023).  Since it is said first impressions count, the first face guests see upon arrival is the front desk agent whose primary duties include (whilst insuring upon the guest’s temporary night’s stay) being well-accommodated, as guests are greeted in the welcoming manner to allow for their comfortable night’s stay at the hotel is pleasant) as guests are then checked into (and out of) their rooms by the front desk agent.  

The front desk agent (who is the first point of contact for guests) may be tasked to address complaints and/or grievances given to professional etiquette(s) to dealing with all complaints courteously in line with the hotel’s grievance procedure, which allows for the appropriate redress and/or resolution to complaints.  

A set of hard skills required for the position of front desk agent includes the following, (whilst practical application to my role on current Placement at ‘Premier Inn’ hotel), the technical know-how for this role involved the obligation to complete Premier Inn’s employee charter: ‘Academy Online’ of the in-house training course to acquire the core skills necessary for the role ahead and side-by-side to allow for the professional training & personal development of all Premier employees.  

Specific to the front desk position at Premier Inn requires their ‘Bart Skills’ needed for the day-to-day function to different points of the guest journey, departments and management functions, which requires:

· Computer Aptitude – integral of this role, since all of the interaction with the guest or indeed guest services are issued via the house computer system above or the software application: ‘Hotel Front Desk Management Software’, which is rather becoming more user friendly with Microsoft Windows based application (Krotov 2023), designed to provide hospitality capabilities include reservations or booking a room to taking payments online, so computer skills and/or keyboard skills are essential.
· Analytical Skills – highly valued across different industries – in particular, finance, so possessing such skills provides the candidate for this role added advantage to being employed, as hotels always want employees who can save them money to sustaining profitable growth.  Also Data Analysis Skills which includes: customer database management, resource management, diagnostics, data representation to figures, whilst accurate presentation to account figures is important to drive business growth (Doyle, 2020)

Soft skills include the following:

· Communication Skills – effectively communicating with guests and other departments within the hotel is critical for the front desk position, which is to foremost enhance guest experience as it conveys you are listening to them.  Attendant to guest enquiries on the phone and face-to-face, the ability to speak clearly whilst maintaining a positive note is therefore important to say you have understood what is said.  And since the variety of guests who come to stay from different cultures whilst communicating with them can be difficult (Hosco, 2023), so to learning the art of languages or knowledge of different languages are, therefore, useful to have
· Organisational Skills – perhaps the greatest and most of all important skill for any person is the efficiency in time management, which can help to plan ahead and achieve the best outcome that can save the hotel time and money
· Team Leader Skills – whilst working as part of a team becoming an effective team player contributes to the success of business.  So working alongside others whilst in your lead role from hotel front office position helps complete tasks efficiently – for example, whilst on Placement, I observed rooms issued to housekeepers for cleaning and service is managed by the hotel front desk to take charge in all situations to seeing the job through and ensuring rooms are adequately cleaned and are spotless before guests are to be given the room.  Doing so in emphatic, efficient and responsible manner not only builds rapport leading to deeper working relationships, but accomplishes short/long term career goals, also adds to your CV profile and a personal development programme.  Thus, the lead role in hotel front desk agent contributes well to the overall success of business, as such team leaders are crucial to the staff retention programme and a fundamental ingredient to sustained organisation (Brown, 2007 p1172)  
 Whilst having been on Placement, I have been able to apply theoretical knowledge gained via the aforementioned ‘Academy Online’ employee charter by Premier Inn’s own training course provided the core skills required, whilst side-by-side of the role ahead I contemplated setting forth the level of professional standards I learnt.  And for the aptitude I gained at the hotel front desk, I was able to familiarise myself with the hotel front desk management software and systems application to this used and is greatly relied upon for efficiency of guest service I, therefore, became somewhat experienced given to developing such role on Placement. 
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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?

	Step into a lead role taking charge of the development in that whilst presented with such situation to therefore assuming all and every responsibility over the guests and for the hotel, such for both life & property, in the entirety
	Taking charge of the situation to being an effective team leader to building rapport with each member of staff
	Planning ahead and, weighing up the pros & cons to knowing if  proven to be effective or not – and, if something works or not and if doable or not, where the end in sight to knowing intended result is to be achieved or not

	Identifying what the triggers are – foremost, in addition to knowing the critical roles such to prevent the breakdown of business, thus developing a contingency plan for productive use ahead  

	If alerting the hotel staff given to the manager’s absence can have its negative impact upon staff not to perform well as they should be, and which can also cause a rift in the working relationship held  
	Being prepared ahead to keeping clear schedule of things need to be completed and/or list of things to do, a written process or indeed checklist ensures you do not miss anything
	In addition to the above,  if at the interim to define how quickly by comparison to others I am able  to put into motion my backup plan and, of course, to achieving level of efficiency, in so doing
	Understanding & planning steps required to transfer knowledge to prevent unnecessary disruption to the business

	


	Put together a transition plan with accessible key contacts and files
	
	Identifying an acting manager for the interim to fill the leadership vacuum given the manager’s unexpected leave of absence

	
	
	
	Follow up on all training required and that competence levels are achieved, also knowledge transfer for all critical roles subject to a contingency plan





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)


	
Premier Inn’s parent company ‘Whitbread’ subscribes two key IT capabilities under the ‘Amadeus’ Hospitality Platform’ for all its hotels, worldwide (1) Central Reservation System - CRS (2) Property Management System – PMS offers better, enhanced guest experience given to quality of service to allowing efficiency, effectiveness and ease of convenience for both hotel itself and guest services (Redondo, 2017).  Premier Inn was first to adopt ‘Amadeus Payment Solutions’ streamlining the payment process.  Although in the recent past, the Premier Inn’s IT disintegration to system(s) used made it difficult to actually get to know guests to meeting their needs.  To overcome this Premier Inn rolled out Amadeus’ combined CRS and PMS across all its properties, therefor.  Such capabilities offer Premier Inn 360° view of its properties and staying guests around the world.  Amadeus’ hospitality platform is able to use system software capabilities (known as ‘Bart Skills’) as foundation to its current digital marketing transformation programme.  And so Premier Inn’s current IT integration programme below whilst resulting from Amadeus’ key capabilities allows the hotel to enjoy the following key benefits in the day-day-day function to guest journey, departments and management function to namely ‘Bart Skills’ include:

Reservations
Block Reservations
Checking In/Out
Managing Stock
Managing Room Rates
Arrivals


Departures
Maintenance
Cashiering
Another Site
Central Support
Complaints Handing Process
Accidents
Customer Relations
Help Management System


	
Element 2 – Hotel reputation


	Reputation is a major influencing factor determining the very success/failure of business.  In the case of brand ‘Premier Inn’ of the UK based limited-service hotel chain much is said and written about this traditionally British budgeting hotel operating in a variety of locations including city centres, suburbs, airports whose direct competition with IBIS hotel of the other budgeting hotel chain is also located throughout UK.  However, the Premier Inn remains UK’s largest hotel brand with over 72,000 rooms & 800 hotels. Since its success, Premier Inn was established in central Dubai whose ruling monarch himself the Sheikh, Muhammad Bin Rashid Al-Maktoum performed the grand opening in 2020, other UAE states of the Arabian Peninsula followed with Premier Inn now located in Abu Dhabi and Doha, as Premier Inn continues to enjoy its British forerunner success.  Premier Inn has therefore much enjoyed greatly positive headlines of brand reputation, as feature articles appear time and again to write about its brand success to say: ‘What Makes Premier Inn World’s Strongest Hotel Chain’, whilst writing for digital marketing & ecommerce website ‘Econsultancy’ it is still maintained to the present day as Premier Inn continues to being ranked world’s strongest hotel chain by ‘Brand Finance’ of the brand value consultancy group and according to new ranking based on analysis of marketing investment, equity and business performance, the Premier Inn was given BSI (Brand Strength Index) of 88.7 out of 100, beating rivals Hiltons and Holiday Inn (Gilliand, 2017).  Arguably, an official ranking therefore conceded by journalists, marketing analysists, scholars & academics, industry professionals all of whom consider Premier Inn of the reputable brand the world’s strongest hotel chain.  

	
Element 3 - Communication 


	It is has identified for considerable time communication between different areas within hospitality has been difficult.  And so with hospitality teams spread across the property and often a vast area of the holiday resort, staff are always moving around whether the housekeepers room to room – floor to floor, block to block, the groundkeepers given the vast area to maintain or the golf course – for example, and the valet driving back and forth and here and there, and as car-parking is often situated underground where reception and radio signals are weak or none at all – if any, so communication to that end has proven to be difficult and sometimes impossible if reaching out to staff with traditional methods of communication.  And whilst communication in hotels has proven to being an effective tool ensuring guest and staff safety, the maintaining of good lines communication is therefore paramount rather necessary to keep safe and feel a sense of security with communication  as appropriate.  If a manager has to spend time locating staff members whilst they are not reachable, no doubt significant time is wasted as other tasks may also be neglected only to have a devastating effect on productivity.  

Premier Inn’s main source of communication with the guests and services and/or customer interaction is the customer webportal for customer support: ‘Contact Us’ and ‘Help Centre’, which are the two main avenues guests can reach for help & support out 24/7, the website has ‘feedback form’ for online completion to reaching out to Premier Inn’s corporate office.  Additionally, the Premier Inn’s social media platforms: Instagram, Facebook, Twitter are the three main up-to-date source(s) of information to be found via the internet; and, which provides a customer forum to leave comments &c.,    






	
Element 4 - Staffing 


	
	
Staffing Organisational Structure

Premier Inn’s parent company ‘Whitbread’ appoints a separate board of directors for its chain of hotels, whilst the hierarchy of regional managers or indeed the area managers whilst responsible for number of hotels in their local vicinity time and again are often seen attendant upon hotels they manage, as the term Hotel Manager is now used replacing both regional & area manager.  However, Premier Inn’s hotel staffing structure include:
General Manager – who is responsible for all members of staff and overseas all aspects of hotel operations.  The next in its chain of command is Deputy General – who lends support to the General Manager, who is responsible for all aspects of staffing activities or the allocation to staff duties &c., and mainly in charge of hotel administrative obligations of admin staff &c., whilst the role of Assistant Manager is to support the Deputy General.  The lay team leader at Premier Inn normally the Front Desk Agent I have endeavoured to show in detail given the aforementioned work they cover and directly work alongside: Team Member(s) consists of housekeeping staff includes the Head Housekeeper, further, the Hotel Porter and/or maintenance.  The General Manager’s role above further extends to kitchen staff and for whom the hotel’s General Manager is also responsible.  Although Premier Inn employs a separate Kitchen Manager of its staffing organisational structure otherwise the Head Chef who is the kitchen manager directly responsible for all kitchen staff, the under chef or an Assistant Head Chef is further employed by Premier Inn – for which, duties are shared and allocated accordingly for the role(s) of breakfast chef and dinner chef.  Premier Inn also employs Kitchen Porter whose role and/or duties are seconded to include dishwasher (Abitracey, 2023)
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