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After completing my current course, I have done an internship in Premier Inn, situated in the UK. I was appointed as a front office executive staff. The effective management of the front office desk of a hotel, such as Premier Inn requires a contingent upon the presence and utilisation of a diversified set of skills (premierinn, 2023). These skills are essential in maintaining a high level of customer satisfaction and the seamless functioning of operations (Wood, 2013). The front office desk of a hotel, such as Premier Inn, necessitates a range of fundamental abilities, including exceptional customer service aptitude for effective guest engagement and the creation of favourable experiences. During my course, I have developed various skills regarding these perspectives such as politeness, responsiveness towards guests, quick resolving queries and others. This is imperative that front desk executives possess robust communication proficiencies, an aptitude for attentive listening, and the capacity to maintain a composed and professional demeanour even in demanding situations (Bardi, 2010). The possession of competent oral and written communication skills is a key determinant of efficacy for the front-of-house staff of the following hotel. Proficiency in effectively communicating pertinent information to guests, colleagues, and other departments is a highly desirable attribute for individuals in a professional setting. Such skill requires clarity and accuracy in the conveyed messages. As a front desk staff, I had to commonly undertake various duties such as addressing phone inquiries, replying to electronic correspondence, elucidating hotel guidelines and protocols and others. Along with that, furnishing guests with the route or suggesting guidance for better service was also associated with my work. Additionally, I also need to ensure a seamless front desk experience for guests, proficient management of check-in and check-out processes, reservation procedures, and prompt resolution of guest inquiries and others. Proficient abilities in multitasking and time management are indispensable for the efficient prioritisation of tasks and the successful management of diverse responsibilities within a rapidly changing environment. I also have a great acquisition of expertise in computer systems and hotel management software which is an essential requirement for the optimal functioning of front desk operations within the hospitality industry (Solomon, 2018). Proficiency in managing online bookings and executing secure and precise payment transactions is equally imperative. As a front desk executive, I also have faced a variety of guest issues and complaints. I have the capacity to solve problems efficaciously of critical importance. Professionals are required to possess robust analytical proficiencies that allow them to judiciously evaluate and analyse complex situations and effectively mitigate and address any guest grievances with promptness. This task may necessitate cooperation and coordination with various departments while exhibiting a proactive and customer-centric approach. Precision in guest information, reservations and billing is crucial for front desk executives, necessitating a vigilantly observant eye for detail. I have also gained the cognitive ability to pay close attention to details that prove to be highly consequential in mitigating potential mistakes, and augmenting customer contentment. In the course of a front office position, I had to encounter occasional instances of guest conflicts or challenging situations. This is imperative that front desk personnel exhibit proficient conflict resolution competencies, encompassing the capability to maintain composure, demonstrate empathy towards guests' apprehensions and proffer suitable resolutions. Front desk personnel should endeavour to decrease the intensity of potentially problematic circumstances, uphold a level of expertise and decorum, and guarantee the contentment of patrons.  In addition, as front desk personnel, I also had to possess extensive knowledge regarding the establishment's offerings, facilities, and regulations. This is expected that the providers possess the capability to furnish precise details regarding the types of rooms available, corresponding rates, on-site amenities, proximity to key attractions, and current occurrences in the vicinity. The value of language proficiency can vary greatly depending on the geographical context and the specific demographic being served (serve360.marriott, 2019). Therefore, front desk personnel must possess a positive outlook and exhibit proficiency in collaborative work techniques. The imperative for individuals employed in the front office of an establishment such as Premier Inn lies in their ability to generate a congenial and collaborative work environment by extending support to their peers and engaging in joint undertakings with other departments. Such skills are deemed indispensable as they enable the provision of superlative service, foster affirmative impressions among guests, and facilitate the attainment of the hotel's overarching objectives.
The following topic is extremely important in the hospitality industry as the front office executives act as a frontliners. They are solely responsible for maintaining the overall brand image of an organisation. Individuals associated with this service create positive guest impression and contribute the overall success of the hotel. Therefore, all the roles and responsibilities about the front office executive are very important to know.  
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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?


	Clear roles and responsibilities


	I will clearly understand all my roles and responsibilities from the very beginning of my shift. I will ask about the roles and responsibilities of each of my team members and guide them according to the future benefit of the operations. This clarity will enable staff and me to perform all of the duties as per the schedule when the manager is absent.
	I preferably consider this plan being the most effective because it will help me to identify and address problems within their scope of work. Along with that, understanding each role and responsibilities creating a chance for professionals growth and development from the very first day (Tesone, 2015).
	When the manager of my department will absent in future, I will convince my higher authority to take the same responsibility for that day to ensure proper maintenance of the workflow. Along with that, I will also make sure from my side that all customers get the full service. Moreover, I will also guide my juniors to take their responsibilities to maintain the service quality. 


	Establishment of effective communication with other teammates


	According to me, communication is the key pillar in every business organisation. Therefore, from the very first day, I will and establish effective communication channels with my other staff and higher authorities to ensure a seamless flow of information between every stage (Wiley et al., 2014). 

	Investing in the establishment of communication is the most effective way. According to me, if the transmission of knowledge is successfully in every team member the whole working structure will automatically get the positive review from the for customers.
	 I will use various digital communication tools such as messaging apps or internal platforms to facilitate quick and efficient communication between staff members. Along with that, I will also organise regular team meetings and generate updates about new developed services to the customers (Pearson et al., 2012). This will automatically increase the customer engagement ratio in the organisation.

	
Seek performance monitoring and feedback 

	I will try to implement various systems for all of the staff members to provide feedback about the services, report incidents and share guest-related information. Along with that, I will also make sure to encourage an open-door policy and implement a culture of continuous improvement.
	According to me, feedback from the staff members will be able to generate potential issues even in the absence of the manager. Moreover, feedback from the customers will help to identify problems that need to be mitigated first to maintain brand image (Johnston et al., 2012).   

	I will try to implement a healthy work culture system so that no employee hesitates to share their own thoughts regarding the management system. Along with that, I will also improve my own work procedure and try to improve all the queries generated by the guest and staff.

	Emergency preparedness


	I will establish clear protocols and procedures for the emergency situations. I will also follow all the safety procedures previously mention by the organisation to mitigate any issues regarding guests and overall staff members. Training staff members on various emergency response plans including evacuation procedures will help a lot in properly conducting the overall process (Tewan, 2009). 

	According to me the following plan is most effective because well prepared staff members can easily handle any emerging situation even in the absence of the manager. Along with this, they can also maintain an overall good impact on the customer and therefore, a valuable review will generate.
	In future when the same situation will arise, I will guide every member to follow all the proper rules and regulation regarding the safety protocols. Along will this, I will also take part in the various safety training programs to increase my safety skills (Fallon and Rutherford, 2010).




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)


	
A PMS is hotel software that streamlines operations like reservations, billing, check-ins, housekeeping, and reports. A hotel's property management system can manage room availability, reservations, guest info, and check-ins/outs. The PMS helps hoteliers set and manage room rates based on seasonality, demand, and promotions. This mainly optimizes revenue by providing occupancy insights and pricing strategies across different distribution channels (Hammer, 2016). The following system integrates with the hotel's accounting system for billing, invoicing, and payment processing. The PMS creates guest charge folios, tracks finances, interfaces with payments, and manages housekeeping tasks. This also enhances communication for room turnover and maintenance. The following perspective also creates reports on hotel metrics to aid decision-making and strategy evaluation. A PMS integrates with other hotel systems such as POS, online booking, channel management, CRM, and RMS to enhance efficiency and data flow. A Property Management System (PMS) serves as the core platform for coordinating diverse facets of a hotel's routine operations. The implementation facilitates seamless collaboration among various departments, fosters optimal customer service, and heightens operational efficiency. Hotels can enhance operational efficiency, lower the occurrence of errors, and mitigate the need for manual labor by implementing the following management systems. Furthermore, it also furnishes noteworthy perspectives by means of reporting and analytical tools, empowering data-oriented decision-making processes concerning revenue management as well as marketing strategies. 







	
Element 2 – Hotel reputation


	
Hotel reputation is vital for overall success and it affects guest satisfaction. Good reviews and reputation attract hotel guests. Happy customers write good reviews, refer friends, and come back again. Negative reviews & a poor reputation can harm business as it is solely associated with building brand identity. A good remark boosts customer trust in the hotel and consequently boosts loyalty as guests are more likely to return (restaurantonline.co.uk, 2021). A positive reputation boosts bookings, occupancy, and total annual revenue. Guests pay more for reputable hotels as they offer better services. Poor reputation leads to lower occupancy, less demand and revenue loss. The hospitality industry is solely dependent on a good satisfaction rate from the customer. A better reputation provides a competitive advantage in the market. Fame plays a key role in guest decisions among multiple options. A strong reputation boosts a hotel's customer base and affects its staff. A positive review always boosts employee morale and motivation (hospitalitynet, 2023). Happy workers offer better customer service, resulting in better guest experiences. A negative perspective can affect employee morale, job satisfaction, and performance towards guests. Nowadays, online reviews impact consumer decisions in various ways. The overview of a hotel is completely seen on their review sites and social media. For the past few years, the hotel industry are using digital marketing to increase the hotel's reputation as well as attract bookings. A hotel's reputation is closely linked to guest experiences, loyalty, revenue, advantage, morale, and marketing. Hotels should prioritise maintaining their brand image by providing high-quality services for guests.



	
Element 3 - Communication 


	
Effective communication plays a pivotal role in the attainment of success and the satisfaction of patrons in hotels. The hospitality industry cannot function without providing customised knowledge transmission that satisfies the guests' requirements and demands. The implementation of efficient communication strategies facilitates the expeditious resolution of guest inquiries among hotel personnel, thereby enhancing the overall experience of the customers. The establishment of effective transmission constructs a connection with guests, thereby elevating their overall satisfaction level and increasing the likelihood of repeat guests (hotelowner.co.uk, 2023). Hotels are equipped with various interdependent departments catering to distinct aspects of customer satisfaction. These departments typically encompass the front office, housekeeping, food and beverage, and maintenance, each of which serves a crucial function in maintaining a standard of quality in hotel services. Efficient communication facilitates the attainment of seamless coordination among various departments. A good knowledge system between the front desk and housekeeping is imperative to ensure the timely preparation of guest rooms for new arrivals. The efficacy of hotel service is directly influenced by clear communication, as it facilitates the smoothening of operations and minimises errors through collaborative team efforts. The promotion of successful collaboration among a team of employees towards a common set of objectives is fostered through the implementation of effective strategies.






	
Element 4 - Staffing 


	
The foundation of hotel operations involves staffing, a vital aspect that covers various functions, including recruitment, selection, training, scheduling, and supervision of employees. These activities collectively contribute towards facilitating optimal efficiency and effectiveness in terms of service delivery within the establishment. A properly staffed hotel possesses the appropriate quantity of personnel who possess the requisite expertise and knowledge to cater to the requirements of the guests. The process of staffing entails the identification of personnel needs, development of comprehensive job descriptions, execution of interviews, and determination of suitable candidates to fill the vacancies. The importance of staffing in the hotel industry cannot be overstated, given its direct influence on the guest experience, operational efficiency, and the reputation of the establishment.  The employees of a hotel are the front-line workers who directly communicate with the guests as representatives of the establishment. A proficient and attentive workforce has the potential to yield outstanding customer service by assuring guest contentment and allegiance (Corgel et al., 2011). Collectively, the guest experience is shaped by the contributions of every employee ranging from front desk personnel, housekeeping staff, restaurant staff, and concierge services. Staffed hotels enhance employee productivity and satisfaction through manageable workloads. Excessive workload sometimes leads to burnout, reduced performance, and higher turnover therefore adequate staffing can create a supportive workplace, offer growth chances, and boost staff performance. Effective scheduling practices facilitate the alignment of staffing levels with occupancy levels and demands. On the other hand, efficient supervision and performance management are essential for sustaining the quality of services and expeditiously addressing any arising concerns.
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