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To guarantee that customers have a pleasant stay at a hotel, those who work at the front desk must possess a unique set of talents. Checking customers in and out, fielding inquiries and complaints, and taking reservations are just a few of the many responsibilities of a hotel's front desk employees. What follows is a discussion of the most important qualities a front desk clerk at a hotel must possess (Shin et al., 2019).

Effective talents in customer service
Front desk staff in hotels, in particular, must be adept at customer service to succeed in their careers in the hospitality industry. Workers at the front desk need strong interpersonal and communication skills to ensure the happiness of their customers. They need to be able to empathize with guests, foresee their wants, and go out of their way to satisfy every one.

Effective means of conveying information
Another crucial for front desk workers is the ability to communicate clearly and concisely. Guests, coworkers, and the hotel's other constituents all need to be able to understand what they say. It is the responsibility of the front desk employees to guarantee that visitors enjoy the highest level of service by answering phones, reading and replying to emails, and coordinating with other members of the staff.

Capacity for Order
When you're working the front desk at a hotel, you've got a lot of things that need your attention all at once. Hence, it is imperative that front desk personnel are methodical and productive. Effective time management necessitates the ability to set priorities, remember commitments, and organise one's schedule.

Concentration on Minor Details
Paying close attention to detail is of the utmost importance for front desk employees in the hospitality business. Accurate data entry and processing skills are required, particularly with regards to guest information, hotel reservations, and billing. The front desk staff's ability to spot and resolve concerns, such as soiled rooms or broken appliances, that impact guests' satisfaction is also crucial (Shin et al., 2019).

the ability to solve problems
The front desk staff needs to be adaptable in order to deal with the wide range of issues that can arise. They need to be able to problem solve critically and creatively in order to avoid negative effects on the customer experience. This may involve addressing consumer concerns, fixing technical problems, or settling billing disagreements.

Competence in performing multiple tasks at once
The capacity to multitask is crucial for a job at a hotel's front desk. Front desk employees need to be multitasking ninjas in order to successfully check in customers, answer phones, respond to emails, and organise reservations all at once. They need to be good at setting priorities so that guests always get fast, friendly service.

Capabilities with computers
Front desk employees need to be proficient in using a number of computer tools and apps in order to effectively handle guest requests, reservations, and payments. They need to be proficient with standard office applications like Microsoft Office as well as hotel management systems (Olimovich et al., 2020).

Becoming fluent in a language
Several hotels need their front desk employees to speak more than one language so that they can better service their clients. The ability to communicate with visitors on a personal level and in their native tongue is a valuable advantage for any front desk employee (Olimovich et al., 2020).

Competencies in Retailing
Selling spa treatments, accommodation upgrades, and restaurant reservations are common duties of front desk employees. Thus, front desk workers who possess sales abilities can be an invaluable asset, since they are in a prime position to spot chances to enrich guests' stays and increase the hotel's bottom line (Olimovich et al., 2020).

Working at a hotel's front desk necessitates a wide range of abilities, including those related to customer service, communication, organisation, attention to detail, problem solving, multitasking, computers, languages, and sales. Staff at the front desk can better serve guests and make a good impression by working on these abilities (Shin et al., 2019).
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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 put the needs of guests first by being proactive, well-organised, and communicative in order to uphold the hotel's reputation. I will start by greeting people enthusiastically and politely before politely inquiring as to how I may be of use. I promise to give careful consideration to their needs and to do everything in my power to fulfill those needs as quickly as feasible. This may include facilitating their check-in and check-out, addressing their queries about the hotel's amenities, or suggesting local attractions. In addition, I will make sure that the front desk is always clean and stocked with necessities like paper, pens, and room keys. This will allow me to more quickly and effectively tend to the demands of my visitors.
As an employee, I am committed to providing excellent service to guests while also following all of the guidelines outlined by my manager. I'll be able to help guests with anything from making reservations to processing payments during the check-in and check-out processes. In addition, I will always act professionally, no matter how difficult the situation or how many complaints I hear from guests. I promise to always treat guests with kindness, empathy, and discretion.
	I will make an effort to keep the lines of communication open with other departments such as cleaning and maintenance to guarantee a smooth operation throughout my shift. It's crucial at this stage to keep visitors updated on the status of any maintenance. Having the flexibility to swiftly and easily adjust to changes in the amount of work or the special demands of my visitors is a top priority for me in the event of an emergency, such as my manager phoning in sick.
	Since my strategy prioritizes guests' needs, strict adherence to procedures, fruitful communication and teamwork, and flexibility, I believe it to be the most efficient. Putting the needs of my hotel's customers first allows me to maintain high satisfaction ratings and encourages them to return. By sticking to predetermined procedures, I may reduce inconsistencies and misunderstandings when fulfilling guest demands. I've found that encouraging open communication and cooperation is the best way to keep things running smoothly and meet the needs of my visitors on schedule. Therefore, by placing an emphasis on flexibility, I can make sure that the hotel continues to function normally even if we encounter some unforeseen difficulties.
	I propose that the hotel create a Standard Operating Procedures (SOP) manual outlining all front desk operations, including check-in/check-out, payment processing, reservation administration, and guest service, in order to facilitate the speedy resolution of future issues. New employees can turn to this manual for guidance, and it can assist ensure consistency in responding to consumer inquiries. The hotel should also delegate the numerous tasks it must complete to different workers. It's possible, for instance, that two different staff members deal with guests' check-in and check-out, while a third deals with inquiries and reservations. In situations when one worker must deal with all visitor requests, this can assist alleviate the resulting backlog.
I think it's important for management to be reachable at all times, regardless of whether or not they are physically present at the hotel. If the hotel's Property Management System (PMS) and telephone system can be accessed from outside the building, for instance, this is feasible. For management, this is being able to react rapidly to new threats or supply.



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)


	More than 800 Premier Inn hotels can be found in the United Kingdom, Ireland, and Germany. The chain takes great satisfaction in providing guests with a pleasant experience at a reasonable price. This is made possible by the hotels' sophisticated use of PMS (property management systems) for overseeing and controlling daily operations. A property management system (PMS) is a piece of software that facilitates the smooth running of a hotel's administrative functions such guest reservations, check-ins, check-outs, billing, and housekeeping.

Premier Inn's proprietary property management system is known as "Premier Innsight." The system is set up to guarantee that visitors get the best possible service. The hotel can use the PMS's real-time information on occupancy, revenue, and profitability to set prices and run effective promotions.

Premier Insight's connection to the hotel's reservation system is a notable feature (CRS). Premier Inn is able to manage its inventory across all of its sites with the help of the CRS, which in turn allows the hotel chain to maximize revenue by setting optimal room rates and occupancy percentages.

In addition to being a crucial part of the PMS, the housekeeping feature is also quite important. Maintaining a high level of cleanliness and upkeep in guest rooms is made easier with the help of this module, which allows housekeeping staff to better organise their work. The housekeeping crew utilizes the system to monitor the condition of guest rooms, select those that need cleaning, and delegate cleaning duties to the appropriate team members.

Premier Insight is a powerful business management tool with a wealth of reporting options in addition to its operational functions. Reports on occupancy, revenue, and room rates can be generated by the system, allowing the hotel to compare actual results to projections and spot opportunities for growth.

To sum up, Premier Inn's PMS is vital to the performance of the hotel company as a whole. The technology helps the hotel run smoothly, increase profits, and provide superior service to its guests. The PMS also allows Premier Inn to evaluate results and spot problem areas.

	
Element 2 – Hotel reputation


	A positive reputation is essential to the success of any hotel, Premier Inn included. A hotel's reputation is its general impression among its clientele as a result of their interactions with the hotel's facilities, amenities, and staff. The opposite is true for hotels with poor reputations: although the former may have an easier time attracting new guests, the latter may find it difficult to keep the ones they already have.

Premier Inn must place an emphasis on satisfying its customers and providing them with high-quality services if it wants to keep its excellent reputation. These methods will help you accomplish your goal:

Staff training is crucial to preserving the hotel's stellar reputation, as it is the face of the business. Employees need to be taught to communicate clearly with clients, to mediate disputes amicably, and to handle complaints in a timely and courteous manner.

Premier Inn needs to periodically solicit client input and then evaluate it to determine where the business can make improvements. Methods like polls, testimonials posted online, and social media sites can help with this. Products and services should be modified and enhanced based on customer feedback.

Premier Inn should make it a priority to provide consistent excellence in both its accommodations and its food and drink offerings. Maintaining a positive online reputation for a hotel is dependent on consistently satisfying its clientele.

Guests' well-being and the hotel's reputation depend on a spotless and sanitary atmosphere, so make sure to keep things tidy at all times. The housekeeping crew should be educated on how to keep the guest rooms and communal areas spotless at all times.

Participate in conversations with customers. Premier Inn may interact with its clientele by swiftly addressing their questions and concerns, delivering individualized service, and rewarding their loyalty.

Promoting the hotel may boost its popularity by getting the word out to potential guests and highlighting the hotel's special amenities and services. Premier Inn is able to advertise the hotel through a variety of digital and traditional mediums, such as social media, email, and print.

Premier Inn's success depends on its ability to establish and uphold a positive reputation, both of which can be achieved through the implementation of the aforementioned tactics.

	

Element 3 - Communication 


	It's no secret that effective communication is key to the success of any hotel in the hospitality sector. Workers at the front desk, who often have the initial interaction with guests, should be exceptionally well-versed in the art of persuasion and communication. If you want your guests to have a pleasant experience that will encourage them to return and recommend you to others, it helps to have good communication skills.

There are several crucial areas in a hotel where good communication is required:

Customer service requires front desk staff to have excellent verbal and written communication skills so that they can efficiently attend to visitors' requests, address their inquiries, and address any problems or complaints they may have. They need to be attentive and sympathetic listeners who can then articulate their responses clearly and concisely.

The operation of the hotel depends on open lines of communication between the various departments inside it. Employees in different areas, such as housekeeping, maintenance, and food and beverage, need to be able to communicate well with one another to better serve guests.

In the event of a crisis, employees must be able to rapidly and clearly relay information to guests and coworkers. Averting panic and keeping everyone safe can benefit from clear and precise communication.

Good communication throughout training and development programs is crucial to ensuring that staff members grasp the hotel's standards and operating processes. Staff members need to feel comfortable asking questions, offering suggestions, and receiving constructive criticism.

The following steps can be taken to enhance hotel-wide communication:

Frequent training sessions can help employees refine their interpersonal and communication abilities. Sessions on this topic should focus on active listening, concise expression, and body language.

Radios, intercoms, and texting apps are all examples of communication tools that can improve the speed and effectiveness of internal communications.

We may learn how to better communicate with our guests and employees by actively soliciting their comments. Training and new forms of communication can both benefit from this kind of feedback.

Communication throughout the hotel can be enhanced by fostering an environment where employees feel comfortable asking questions, offering suggestions, and speaking their minds.

In conclusion, good communication is critical to the success of a hotel and the hospitality sector as a whole. All members of the staff, regardless of rank, need to be excellent communicators to provide excellent service to guests, run the business smoothly, and handle crises effectively. Improving communication in a hotel can be accomplished by the implementation of training programs, communication too

	
Element 4 - Staffing 


	The level of service and satisfaction of the hotel's guests are closely related to the professionalism and friendliness of the staff. For a hotel to succeed, it need a team of people who are both skilled and inspired, so that they can handle a wide range of responsibilities and provide visitors to outstanding service.

Hotels should pay close attention to the following critical factors of personnel to maximize team performance:

When putting together a winning team, the first step is always to find and pick the most qualified candidates. To guarantee that they are hiring the best people, hotels should create detailed job descriptions outlining the knowledge, experience, and character attributes that each candidate must possess (Shin et al., 2019).

After being hired, hotel employees need to receive proper training and development so that they can fulfill their duties to the hotel's standards. Customer service, hotel protocols, security, and effective communication are just few of the topics that should be included in a comprehensive training program.

The purpose of performance management is to assist hotel staff attain their maximum potential by routinely assessing their progress, highlighting areas for development, and facilitating the implementation of suggestions for change. This can be done through the use of well-defined performance goals, regular performance reviews, and the provision of rewards for exceeding expectations.

The key to developing a strong team is to foster an upbeat and supportive workplace. The workers of a hotel should be encouraged to work together as a team through open communication and shared goals. Team members' connections with one another and the team as a whole can benefit from regular team building activities like social gatherings, training sessions, and team-building exercises (Astuti et al., 2018).

Keeping employees happy and committed is crucial to keeping a stable and competent workforce. The hotel industry as a whole would benefit from cultivating a more loyal and contented staff. Some examples of this are giving employees with competitive pay and benefits, helping them advance their careers, and praising their efforts and accomplishments (Astuti et al., 2018).

In conclusion, successful staffing calls for a comprehensive approach that includes effective methods of planning, recruiting, training, development, performance management, team building, and retention. With proper training and motivation, a hotel's personnel can provide excellent service to guests and boost the overall quality of their stay.
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