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During my level 4 placement at Premier Inn, I had the opportunity to observe my colleagues and learn about the key skills required for a hotel front desk operator. Premier Inn is states that they are commitment to exceptional customer service (Whitbread 2023), Thankfully my placement and some additional research help me understand an ideal setting to witness key skills in action (Welsh Gov 2023). Here are my reflections on the key skills I noticed during my time at Premier Inn.

Communication Skills: A good communication is the base of exceptional front desk service. A front desk operator should possess an effective way of communicating with guests and other departments (Zippia 2023). Clear and concise communication helps in understanding guest needs, resolving issues, and conveying relevant information about hotel services and policies.

Customer service focus: Premier Inn's front desk operators truly excelled in providing exceptional customer service. They went above and beyond to ensure guests felt welcomed and valued. Whether it was offering personalized recommendations for nearby restaurants, addressing specific guest preferences, or promptly resolving issues, they consistently displayed a friendly and helpful manner that left a positive impression on guests (Magnify school 2021).

Problem-Solving Skills: Premier Inn's front desk operators demonstrated impressive problem-solving abilities. They encountered various challenges, such as handling last-minute reservation changes, resolving room allocation issues, or accommodating special requests. I observed them calmly and efficiently finding solutions, sometimes by collaborating with other hotel departments, to ensure guest satisfaction and minimize any inconvenience.

Organization and Multitasking: The front desk at Premier Inn was a bustling area, requiring front desk operators to be highly organized and skilled in multitasking. I noticed how they managed multiple tasks simultaneously, including check-ins, check-outs, answering phone calls, and responding to guest inquiries. Their ability to prioritize and stay organized while attending to guests' needs ensured a smooth and efficient operation.

Attention to detail is an essential skill for a front desk operator. The front desk operators meticulously recorded guest information, ensuring accuracy in reservations, room assignments, and billing details. This attention to detail enabled them to provide personalized service and anticipate guests' needs, resulting in a highly satisfying experience.

Digital skills: Premier Inn heavily relied on technology to streamline front desk operations. The front desk operators demonstrated proficiency in using the hotel's reservation system, handling online bookings, and processing payments. Their familiarity with technology allowed them to efficiently manage room availability, access guest information, and maintain accurate records.

Cultural awareness: As front desk associates have to possess the soft skill of Friendliness and open-minded attitude (Workable Technology limited 2023). Premier Inn embraced diversity and catered to guests from various cultural backgrounds. The front desk operators exhibited cultural competence by acknowledging and respecting cultural differences. cultural sensitivity, which involves recognizing and respecting diverse backgrounds, beliefs, and customs. Front house operators who demonstrate cultural sensitivity can adapt their communication and service approach to meet the specific needs and expectations of guests from different cultures or special needs. This enhances guest satisfaction and fosters a welcoming and inclusive environment. They greeted guests using appropriate cultural greetings when applicable and made efforts to understand and accommodate specific cultural preferences or customs.

Another important skill I notice during my placement is observing people and demonstrating empathy and emotional intelligence is crucial in the front of house. Front desk staff should be able to understand and empathize with guest’s needs and emotions, showing sensitivity and providing appropriate support. Empathy and emotional intelligence contribute to guest satisfaction, conflict resolution, and overall guest experiences (Scot-Halsell, Blum, Huffman 2012). Deducting from this experience I feel like front desk operators should be trained to be aware of different types of disabilities and to approach interactions with sensitivity and respect. This includes using appropriate language, avoiding assumptions, and treating everyone with dignity.

Reflecting upon my placement at Premier Inn has provided invaluable insights into the key skills of a hotel front desk operator. Witnessing these skills in action highlighted to me the importance of effective communication, exceptional customer service, problem-solving abilities, organization, attention to detail, technology proficiency, and cultural competence in ensuring a successful front desk operation. I am grateful for the experience and look forward to further developing these skills in my future.
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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?


	
Ensure all facilities are clean and in good working order.

	Evaluate current state of operations and identifying any immediate tasks or priorities that need attention.
	By assigning tasks and responsibilities to other team members, the workload is distributed effectively.
	Identify potential individuals within the team who can temporarily step into a managerial role in case of an absence.

	
Communicate with other departments to ensure staffing is covered and none of the departments gets overrun in a rush hour.

	Assign tasks and responsibilities to other team members based on their skills and availability.
	By identifying and prioritizing critical tasks, such as guest check-ins, reservations, and addressing guest inquiries, the plan ensures that the most crucial aspects of hotel operations are given immediate attention.
	Encourage cross-training among team members to develop a diverse skill set.

	

Prepare and organise the tasks for the day.

	Determine the most critical tasks that need to be addressed first and create a prioritized action plan.
	Establishing communication with other departments ensures that necessary information is shared.
	Create a comprehensive document outlining key managerial responsibilities, procedures, and protocols.

	Maintain a professional appearance.
	Available at the front desk to assist guests, answer inquiries, and resolve any issues that may arise.
	Placing a strong emphasis on providing exceptional customer service and being present at the front desk helps ensure that guest needs are promptly addressed.
	Invest in continuous training and development programs for team members to enhance their skills and knowledge in various aspects of hotel operations.

	
Check is everything is set up properly: Rooms, printers, tasks handed out.

	Open and transparent communication with the team members throughout the shift.
	Prompt problem-solving and ensures that any concerns or challenges are addressed in a timely manner, minimizing disruptions to operations.
	Maintain an updated emergency contact list that includes relevant contact information for key personnel, such as senior management, human resources, and external support services.



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)


	The hospitality industry is known for its complex and dynamic nature, with numerous tasks and operations taking place simultaneously to ensure guest satisfaction. In this fast-paced environment, property management systems (PMS) play a crucial role in streamlining operations, optimizing efficiency, and enhancing the overall guest experience. A property management system is a comprehensive software solution specifically designed for hotels and other hospitality establishments to efficiently manage their day-to-day operations (Murphy, Pucciani 2011).
It serves as the backbone of hotel operations, seamlessly integrating various departments and processes to ensure smooth functioning and optimal guest service (Hollander 2023).
PMS encompasses a wide range of functionalities, including reservation management, front desk operations, housekeeping, reporting, billing, and guest profiles. These integrated features allow hotel staff to manage all aspects of their property from a single platform, eliminating the need for manual tasks, paperwork, and fragmented systems. By automating and centralizing operations, PMS enables hoteliers to save time, reduce errors, and focus more on providing personalized and exceptional guest experiences.
One of the key advantages of a PMS  is its ability to streamline the check-in and check-out process. With a PMS, hotel staff can quickly access guest information, verify reservations, assign rooms, and process payments, all in a matter of seconds. This not only improves operational efficiency but also enhances guest satisfaction by minimizing waiting times and ensuring a smooth and hassle-free arrival and departure experience.
Moreover, property management systems provide real-time visibility into room availability, rates, and inventory (Exceed Global learning 2023).
PMS facilitate effective communication and collaboration among hotel departments. Through integrated modules and centralized data, different departments, such as front desk, housekeeping, and maintenance, can share information and coordinate tasks.

	
Element 2 – Hotel reputation


	A hotel's reputation significantly influences how potential guests perceive the property. Positive reviews and ratings create a favourable impression, build trust, and attract more guests. Negative reviews and a poor reputation can retain potential guests from booking and negatively impact occupancy rates.
Hotel reputation refers to the strategies and activities undertaken by hotels to monitor, shape, and maintain their online reputation and public perception. In today's digital age, where online reviews and ratings greatly influence consumer decision-making, hotel reputation management has become a crucial aspect of a hotel's overall marketing and branding strategy (Perez-Aranda, Vallespin, Molinillo, 2019).
Positive reviews and ratings can boost a hotel's credibility, increase bookings, and lead to repeat business, while negative feedback can have adverse effects on its reputation and bottom line. Many travellers rely heavily on online reviews and ratings when making booking decisions. Positive reviews and a strong reputation increase the likelihood of guests choosing a particular hotel over its competitors. 
Key elements regarding Hotel Reputation include timely and personalized responses to guest reviews demonstrate that the hotel values guest feedback and is committed to guest satisfaction. Responding to positive reviews with gratitude and addressing any concerns or issues raised in negative reviews can help mitigate the impact of negative feedback and show potential guests that the hotel is proactive in addressing guest needs (Zang, Meng, Li 2019).
Utilizing online reputation management tools and software can streamline the monitoring and management of online reviews. These tools often provide sentiment analysis, review aggregation, and reporting features, allowing hoteliers to track trends, identify areas for improvement, and respond more efficiently to guest feedback.


	
Element 3 - Communication 


	Communication in the hotel industry is vital for smooth operations, guest satisfaction, and overall success. Effective communication ensures that information is accurately conveyed between staff members, departments, and guests, leading to seamless coordination, timely problem-solving, and personalized guest experiences.
Encouraging open and transparent communication between hotel staff establishes a positive work culture where staff members feel comfortable expressing their ideas, concerns, and feedback. This can be fostered through regular team meetings and feedback sessions (EsembleIQ 2023).
Technology plays an increasingly important role in hotel communication. This includes using property management systems, communication apps, and online platforms to streamline internal communication, facilitate guest requests, and respond promptly to inquiries. Hotels should be proficient in using relevant technology to enhance communication efficiency (Petty, 2023).
Communication with guests is paramount in the hotel industry. Front desk staff, concierge, and guest services representatives should possess excellent interpersonal and communication skills to interact with guests in a friendly, professional, and helpful manner.
Providing guests with clear and concise information is crucial. Actively listening to guests' needs, requests, and concerns is essential for personalized service. Attentive listening allows hotel staff to understand guest preferences and tailor their interactions and services accordingly. This includes details about hotel amenities, room features, dining options, check-in/check-out procedures, and any special services or events. Presenting information in an organized and easily understandable manner helps guests feel informed and confident during their stay (Scot-Halsell, Blum, Huffman, 2012).

	
Element 4 - Staffing 


	Hotel staffing typically involves several key elements to ensure smooth operations and provide excellent guest service. The hotel's organizational structure defines the hierarchy and reporting lines within the staffing framework. It outlines departments such as front office, housekeeping, food and beverage, maintenance, human resources, and more. Each department has specific roles and responsibilities. 
Clear job descriptions outline the tasks, duties, and responsibilities of each position within the hotel. These descriptions help potential employees understand the requirements and expectations of their roles (Nada et all.,2022). 
Selecting qualified individuals for various positions is crucial. This involves identifying staffing needs, advertising vacancies, reviewing applications, conducting interviews, and making hiring decisions. Hotels often seek candidates with relevant experience, skills, and a customer service-oriented mindset.
Once hired, hotel staff require proper training and development to excel in their roles. Training programs may include orientation to hotel policies and procedures, job-specific training, customer service training, and professional development opportunities. Ongoing training ensures that employees stay updated and perform effectively.
Creating a positive work environment and fostering employee engagement and motivation is vital. This can be achieved through employee recognition programs, rewards and incentives, team-building activities, opportunities for growth, and open lines of communication between management and staff.
Planning for the future is critical in hotel staffing. Succession planning involves identifying potential leaders within the organization and providing them with development opportunities to prepare for future management roles. This ensures a smooth transition and continuity in leadership (Zang et all., 2022).
These key elements collectively contribute to the effective staffing of a hotel, enabling it to provide excellent guest experiences and maintain high operational standards.



		Word Count
	1048






References 

Corgel, JB, Sturman, MC, & Verma, R (2011) The Cornell School of Hotel Administration on Hospitality. Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken. Available from: ProQuest Ebook Central. Available at : https://ebookcentral.proquest.com/lib/trinity/reader.action?docID=698944  Accessed on (26 May 2023)
EsembleIQ (2023) Tactics to Drive Hotel Staff Communication Effectively. Hospitality Technology Smarter Hotels & Restaurants, Published on: 9th December 2018. Available at: https://hospitalitytech.com/3-tactics-drive-hotel-staff-communication-effectively Accesses on (26th May 2023). 
Exceed Global Learning (2023) 7 reasons why you need an efficient hotel PMS software. E-Hotelier, Publiched 12 January 2021. [Online] Available at: https://insights.ehotelier.com/suppliers/2021/01/12/7-reasons-why-you-need-an-efficient-hotel-pms-software/ Accessed on (26th May 2023).
Feng, J., Stocklin, S., & Wang, W. (2015) Educational Strategies for the Next Generation Leaders in Hotel Management. IGI Global. Available at:  https://doi-org.ezproxy.uwtsd.ac.uk/10.4018/978-1-4666-8565-9 Accessed on (26th May 2023).
Hollander (2023) PMS in Hotels: Everything You Need to Know About Property Management Systems. Hotel Tech report, What is a hotel Property management system (PMS). Published on: January 25, 2023 [Online] Available at: https://hoteltechreport.com/news/what-is-hotel-pms Accessed on (26th May 2023).
Magnify school (2021) Front Desk Receptionist Duties | Hotel Training | Front Desk Clerk. [Online] Available at: https://youtu.be/Groc6_TJt_Q Accessed on (26th May 2023).
Nadda, V., Arnott, I., Sealy, W., & Delaney, E. (2022) Employability and Skills Development in the Sports, Events, and Hospitality Industry. IGI Global. Available at: https://doi-org.ezproxy.uwtsd.ac.uk/10.4018/978-1-7998-7781-3 Accessed on (27th May 2023).
Perez-Aranda, J., Vallespín, M. & Molinillo, S. (2019) ‘Hotel’s online reputation management: benefits perceived by managers. International Journal of Contemporary Hospitality Management, vol. 31, no. 2, pp. 615-632. Available on: https://www.proquest.com/docview/2180987472?accountid=130472&parentSessionId=XGdwHtu%2FTlG0f8xhk9Zneg3WQjfU0lb3%2FVX%2FQ53%2FhgE%3D&pq-origsite=primo Accessed on (26th May 2023).
Petti, L. (2023) What is the Importance of Effective Communication in the Hospitality Industry. High Speed Training. Published on: 17th February 2023. Available at: Communication in Hospitality Industry | Skills, Importance & Tips (highspeedtraining.co.uk) Accessed on (26th May 2023). 
Pucciani, K., & Murphy, H. C. (2011) 'An investigation of data management and property management systems in hotels', Tourism and Hospitality Management, 17(1), pp. 101-114. Available at: https://hrcak.srce.hr/file/103305 Accessed on (26th May 2023).
Rutherford, Denney G., et al.(2007) Hotel Management and Operations, John Wiley & Sons, Incorporated, 2006. ProQuest Ebook Central, Available at: https://ebookcentral.proquest.com/lib/trinity/detail.action?docID=257559 Accessed on (26th  May 2023)
Scot-Halsell, S., Blum, S.C. and Huffman, L., (2012) ‘From school desks to front desks: A comparison of emotional intelligence levels of hospitality undergraduate students to hospitality industry professionals. Journal of Hospitality, Leisure, Sports and Tourism Education (Pre-2012), 10(2), pp. 3-13. Available at: https://www.proquest.com/docview/928761234/AF51554C596A421CPQ/52?accountid=130472 Accessed on (26th May 2023).
Sylvain Boussard (2021) Food and Beverage Management in the Luxury Hotel Industry. New York, New York [222 East 46th Street, New York, NY 10017]: Business Expert Press (Tourism and Hospitality Management Collection). Available at: https://search-ebscohost-com.ezproxy.uwtsd.ac.uk/login.aspx?direct=true&db=nlebk&AN=2754452&site=ehost-live  Accessed (26th May 2023).
Welsh Government (2023) Hotel receptionist [Online] Available on: https://careerswales.gov.wales/job-information/hotel-receptionist Accessed on (26th May 2023).
Whitbread (2023) About us. Available on: https://www.whitbread.co.uk/about-us/ Accessed on (26th May 2023).
Workable Technologies Limited (2023) Front Desk Representative job description. Resources for employees. Available at: https://resources.workable.com/front-desk-representative-job-description Accessed on (26th May 2023).
Zhang, H., Omhand, K., Li, H., Ahmad, A., Samad, S., Gavrilut, D. & Badulescu, D. (2022) ‘Corporate Social Responsibility and Energy-Related Pro-Environmental Behaviour of Employees in Hospitality Industry’. International Journal of Environmental Research and Public Health, vol. 19, no. 23, pp. 16141. Available at: https://www.proquest.com/docview/2748544981?pq-origsite=primo Accessed on (27th May 2023).
Zhang, Z., Li, H., Meng, F. & Li, Y. (2019) ‘The effect of management response similarity on online hotel booking: Field evidence from Expedia’ International Journal of Contemporary Hospitality Management, vol. 31, no. 7, pp. 2739-2758. Available at: https://www.proquest.com/docview/2283794427/fulltextPDF/74C38DB6004239PQ/11?accountid=130472 Accessed on (26th May 2023).
Zippia (2023) Front desk associate key skills. Available at: https://www.zippia.com/front-desk-associate-jobs/skills/?src=chatbot_popout_displayed Accessed on (26th May 2023).
image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




