
	
[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:
	2207923 
	

	
	
Module Title:
	Administration & Front Office Operations 
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	
	

	
	
	
	

	
I can attest to the importance of the above-mentioned skills for working at the front desk as a member of the Premier Inn Hotel staff. 
1. As a member of the front desk crew, I believe the ability to provide great customer service is the most critical need for working at the Premier Inn Hotel front desk. It is our responsibility to create a nice and welcoming environment for our guests, who expect a warm welcome and a friendly approach from our personnel. We may make our guests feel liked and respected by anticipating their requirements, giving helpful ideas, and responding quickly to their requests.

2. Clear communication is also required for effective front desk operations at Premier Inn (Gozali, 2022). Staff members must be able to communicate clearly with customers, coworkers, and outside suppliers or service providers. This requires paying attention to the guests' wishes and needs, grasping their demands, and responding appropriately. Our guests' ability to have a smooth and comfortable stay is dependent on excellent communication.

3. Working at the front desk of the Premier Inn necessitates strong organisation skills as well (Saramolee, 2022.). Employees in a busy hotel must be able to manage multiple priorities and tasks at the same time, keep accurate records, and keep the front desk tidy and organised. By keeping organised and prepared, we can ensure that our guests receive fast and effective service.


4. Cultural knowledge is another essential skill for working at the Premier Inn Hotel's front desk. As a global brand, we have an obligation to recognise and respect the cultural variety of our customers. Understanding how communication styles, expectations, and behaviours differ between cultures will allow us to better personalise our strategy.

5. Attention to detail is also crucial when working at the Premier Inn Hotel's front desk. Employees must retain accurate records, identify any errors or abnormalities, and take aggressive steps to repair them. By paying close attention to detail, we can ensure that our customers receive precise and effective service.

6. Moreover, sales and marketing skills are essential for front desk staff at Premier Inn Hotel. Staff members must be able to identify guest needs, make persuasive recommendations, and close sales effectively. By selling additional services or upselling room types to guests, we can enhance their experience and drive revenue for the hotel.

7. Also, one of these skills is time management. As a member of the front desk team, staff members must be able to manage their time effectively and prioritize their tasks (Saramolee,., 2022.). This may involve adjusting their workload to accommodate busy periods, such as check-in and check-out times, and ensuring that all necessary tasks are completed in a timely manner.

8. Employees at the Premier Inn Hotel's front desk must also be adaptive. Employees must be adaptable and willing to take on new responsibilities as needed. This may mean filling in for other departments, such as housekeeping or maintenance, at busy times or when staff members are absent.

9. Another important attribute is teamwork. Employees must be able to work well with others and collaborate on assignments. This could include exchanging information, working together to solve problems, and maintaining strong communication with other staff members in order to address client concerns.

10. Leadership skills are especially important for front-desk personnel at the Premier Inn Hotel. To do so, you may need to take on additional responsibility, such as supervising team members, training new recruits, or taking the lead on projects or initiatives.

11. Finally, front-desk staff at the Premier Inn Hotel must be able to retain a positive attitude and behave themselves properly at all times (Kim, and Koo, D., 2022). This includes being calm under pressure, treating difficult visitors with empathy and respect, and maintaining a good attitude even under difficult circumstances.

In conclusion, the skills outlined above are critical for working on the front desk of Premier Inn Hotel. By developing and honing these skills, staff members can ensure that our guests have a positive experience and that the hotel operates smoothly and efficiently. As an employee of Premier Inn, I am committed to upholding these standards and providing the highest level of service to our guests.
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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?


	1. I will arrive early and ensure that I understand how front desk work can be done efficiently and I am able to use the system. Moreover, make list of special guests and resources required to fullfill the needs of customers.
2. I will warmly welcome my guest, greet them and answer their question. This will help them feel comfortable in friendly environment.
3. I will assist guest with check in and check out , along with room upgradations , this will help them feel valued.
4. I will ensure there is no communication gap and I become bridge between all the services, like ensuring housekeeping is aware of cleaning and security of guests is maintained throughout.
5. Finally, even after all measures issues are reported, I will handle them calmly and professionally. I will take concerns shared by guest and pass them on to senior authorities for long term benefit.

	1. I will ensure organised version of myself working with full responsibility, for eg; all supplies are in stock.
2. I will prioritise my tasks and try to handle all in an appropriate manner for eg ; avoiding delays.
3. I will communicate with all the staff and ensure we all are coordinated on one platform to obtain optimum reviews.
4. I will be proactive to avoid any issues but incase if they arise I will promptly resolve them.
	1. I'm setting myself up for success by arriving early to familiarise myself with the front desk system, reviewing the daily plan, and ensuring that all necessary resources are stocked.
2. [bookmark: _gjdgxs]Setting duties in order of importance and urgency will allow me to focus my attention on the most pressing concerns first, ensuring that visitors are checked in on time and their needs are fulfilled quickly and effectively.
3. By remaining organised, keeping the front desk area clean and orderly, ensuring that all necessary supplies are stocked, and keeping track of any special requests or needs that guests may have, I am able to handle multiple duties at once without confusion or delays.
4. The capacity to communicate effectively is critical for seamless operations. By maintaining in touch with other staff members, such as housekeeping, maintenance, and security, I can ensure that any guest needs are met as soon as possible.
5. By being proactive and anticipating problems before they occur, I can prevent them and ensure that guests are satisfied with their stay.
	1. Cross-training: I would request cross-training in other areas such as housekeeping, maintenance, or reservations to ensure that I am familiar with all elements of the hotel's operations. In the event of an emergency or a personnel shortage, this would allow me to step in and assist with other obligations.
2. Standard Operating Procedures (SOPs): I would go over the hotel's SOPs, which include methods for dealing with crises and guest complaints. By doing so, I would ensure that I am prepared to deal with any unanticipated problems that may arise.

3. Staff substitutes: I would work with the manager to identify staff substitutes who could take over if the manager was unavailable. This may require hiring temporary workers or training existing employees.
4. Communication pathways: To ensure that all staff members are kept informed of any changes or emergencies, I would set up clear pathways for emergency situations, such as a phone tree or messaging system.
5. Documentation: I would make certain that any essential paperwork, such as guest records and maintenance logs, is up to date and easy to access in the event of an emergency.




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:



	Introduction 

The hotel industry is a fast-paced, fiercely competitive industry that necessitates effective management of various operational elements. Property management systems (PMS), hotel reputation, communication, and personnel are just a few of the numerous aspects that contribute to the success of any hotel operation. This post will go into great detail on the significance of each of these components.

Property Management System
The first critical component of hotel operations is the Property Management System (PMS). Hoteliers rely on this method to efficiently manage their properties. It serves as a hub for the integration of numerous hotel systems, including those connected to bookings, check-ins, room assignments, housekeeping, invoicing, and more (Popovic, and Karabasevic, D., 2019). To be effective, the PMS must be simple to use, trustworthy, and provide real-time data. A strong project management system should be able to communicate with other systems and make data accessible and easy to assess for staff members. Personnel making informed decisions will optimise hotel operations and improve the tourist experience. Using a PMS efficiently, according to studies, can enhance income, improve operational performance, and raise visitor enjoyment. The disadvantage of PMS is the risk of system failures or errors, which can hamper hotel operations and irritate staff and tourists. This was illustrated by the 2018 Marriott International data breach, which compromised the personal information of over 500 million visitors (Yoon, 2020). The event was caused by a flaw in the company's PMS, emphasising the importance of investing in secure systems and performing regular maintenance. The usage of PMS by hotels to improve their operations is also documented. One example is Four Seasons Hotels and Resorts, which has implemented a cloud-based property management system across all of its facilities. By allowing employees to access guest information, reservations, and operational data from any device, the technology improves communication and departmental collaboration. The system permits the hotel to keep track of preferences and experience of guests.

	
Reputation of hotel
Hotel reputation is an important aspect of hotel business. The reputation of a hotel, which is founded on the opinions of previous visitors, can make or break its success. Maintaining a good reputation necessitates a commitment to providing exceptional tourist experiences. This encompasses everything from keeping the rooms clean and well-kept to providing excellent customer service. Online reviews and ratings can also have an impact on a hotel's reputation; therefore, hotels must actively manage and monitor their online presence in order to maintain a positive online reputation. According to studies, a hotel's reputation and financial success are inextricably linked (Yu, and Han,2020). Also, According to Filieri and Vitari, (2021) study, a hotel's reputation, as judged by internet reviews, can have an effect on ratings. Moreover, the Good Night Guarantee is one example of Premier Inn's commitment to maintaining its reputation. Guests are guaranteed a good night's sleep or their money back under this guarantee. This warranty indicates Premier Inn's confidence in its ability to provide comfortable lodging to visitors and its willingness to stand by its commitment. By offering this assurance, Premier Inn not only provides guests with peace of mind, but also differentiates itself from other hotels in the industry.

Communication in hotel dealings
Effective communication is a critical component of hotel operations. Interactions between hotel staff members and between workers and customers involve clear, effective, and timely communication. According to studies, effective communication can boost customer satisfaction and loyalty, therefore, staff personnel must be trained in excellent communication skills to ensure that visitors' needs and desires are met in a timely and right manner (Alzoubi, et al.,  2022.). Furthermore, hotel owners must ensure that their employees have access to the tools they require for effective communication, such as phones, radios, and email systems. According to a J.D. Power study, tourists who had effective and clear communication with hotel staff members were more satisfied with their stay and more likely to return to the hotel in the future (Padma, and Ahn, 2020). Communication that is effective can improve efficiency in operations as it reduces misunderstandings. Customers should be able to express their demands and needs in a variety of methods, including through a live chat facility online and a 24-hour customer support line. This allows guests to seek aid right immediately and ensures that their needs are met quickly and effectively, as provided by Premier Inn, which places a strong emphasis on both guest and corporate communication.

Staffing for guests
The ability to provide outstanding guest experiences is a key component of hotel operations, thus staffing is essential. In order to meet the needs of its guests, hotels must have the appropriate amount of staff members that are qualified and skilled. Employees need to receive training in their individual tasks and duties as well as in communication and customer service skills. According to research, there is a strong correlation between loyal and satisfied guests and the calibre of hotel staff. Hotels must also consider how staffing influences the entire guest experience (Eniola, 2023). Understaffing can degrade the passenger experience by causing service delays and higher wait times. Customers may be inconvenienced by extended wait times if a hotel only has one front desk personnel on duty during peak check-in hours. According to a Deloitte study, competent, helpful, and nice hotel staff members significantly increased guests' satisfaction and likely to stay at the hotel again. Employees who felt appreciated and supported by their employers reported great experiences. On the other hand, having too many employees might be a concern because it may result in increased labour costs without a corresponding increase in revenues (Manolopoulos,2022). Hotels must closely evaluate their occupancy rates and adjust employee levels as needed to run more efficiently.

Conclusion 

To summarise, effective use of property management systems, preserving a solid hotel reputation, efficient communication, and enough staffing is all critical to hotel operations' success. These factors have a major impact on both financial performance and guest satisfaction and loyalty. Hoteliers must invest in three critical components to optimise hotel operations, provide outstanding guest experiences, and ensure long-term profitability.
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