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Working at a hotel's front desk necessitates a wide range of characteristics, including but not limited to: effective communication, technical proficiency, organisation, problem solving skills, teamwork, patience, adaptability, attention to detail, and leadership. These abilities are critical for the success of the hotel and the satisfaction of its visitors. Success at the front desk of a Premier Inn hotel depends on a number of factors, some of which are discussed in this article (Cheng, 2021).
One of the most important talents for front desk staff in hotels is the ability to communicate effectively with guests. They need strong verbal and written communication skills so they can resolve concerns with guests over the phone and in person. They may be responsible for addressing visitor concerns, answering questions regarding the hotel's amenities, assisting with the check-in/check-out process, and pointing guests in the right path, among other things. Effective communication helps guests feel at home and strengthens the bond between the hotel and its patrons (Huang and Baker, 2021).
Ability to Use a Wide Variety of Computer Programs and Analytical Tools Front desk staff in the hospitality business must possess strong technical abilities in order to effectively manage guest interactions using a wide variety of software applications. Knowledge with hotel technology is helpful, but not always necessary, and in any event, on-the-job training will be provided. Technological proficiency is required to keep the hotel running efficiently.
Structure: Hotel front desk employees have a wide range of responsibilities, including but not limited to meeting and welcoming customers, taking messages, relaying messages to upper management, using computers, and resolving guest complaints. Their ability to plan ahead and prioritize their work will determine how smoothly they can complete these duties. Employees that are well-organised are better able to keep track of their duties and get their work done in a timely fashion, which benefits the hotel as a whole (Huang and Baker, 2021).
Front desk staff at hotels need to be able to think creatively and find solutions to problems quickly, whether those problems involve guests with food sensitivities, lost keys, wrong charges, or no Internet access. In order to keep guests happy during their stay, they need to be able to problem solve in a timely manner (Olimovich et al., 2020).
Collaboration with Management and Other Employees: Hotel Workers that are Excellent at Working Together as a Team are an Asset to the Hotel. Customers' concerns, forthcoming meetings, operational enhancements, and progress reports on monthly goals are just some of the topics that may be discussed. The success of the hotel as a whole is dependent on the employees' ability to work together productively (Olimovich et al., 2020).
Patience is a virtue that is crucial while interacting with customers, particularly when dealing with difficult customers or working under time constraints. The ability to maintain composure and patience in the face of adversity is a must for front desk workers. They could have to put in more hours, deal with irate clients, or answer inquisitive queries with a positive attitude (Das and Chaudhuri, 2020).
A front desk agent's capacity to adapt to new circumstances, such as the introduction of a new marketing campaign, a shift in office space, the addition of a new team member, or the replacement of a senior manager, is crucial in the dynamic hospitality sector. For the hotel to be successful, management must be adaptable and open to new ideas (Xiao et al., 2020).
Hotel front desk staff members who pay close attention to detail are less likely to make mistakes that could negatively impact their guests' stays. They must pay great attention to the smallest of things, such as paperwork problems, canceled deals, lost key cards, and long work hours (Zayed et al., 2022).
Management at the front desk of a hotel requires strong leadership abilities on the part of the supervisor. They need to be excellent managers so that they can keep everyone on track throughout the busiest times of year. They can make sure everything runs smoothly and that guests have a good time by employing their leadership talents.
In conclusion, working at a hotel's front desk necessitates a wide range of talents that are essential to the hotel's overall performance. Front desk agents at Premier Inn hotels must possess strong interpersonal and verbal communication skills as well as technical expertise, organisational prowess, problem-solving prowess, teamwork prowess, patience, flexibility, detail orientation, and leadership. With these abilities, you can make your venue more inviting to customers, handle the many moving parts of running a successful front desk management. (Zayed et al., 2022).
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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?


	To ensure that the hotel is represented well to guests, I will prioritize guest satisfaction by being proactive, organised, and communicative. First and foremost, I will welcome guests warmly and ask how I may be of service. I will pay close attention to what they need and see that they get it as soon as possible. This could involve answering their questions about the hotel's offerings, providing them with recommendations for nearby points of interest, or handling their check-in or check-out process. I will also maintain a tidy and well-stocked front desk with essentials like pens, paper, and room keys. By doing so, I can attend to the needs of my guests more efficiently.
In addition to prioritizing guest satisfaction, I will adhere to the policies and procedures set forth by my supervisor. This will allow me to assist guests with the check-in and check-out procedures, payments, reservations, and questions. Furthermore, I will maintain a professional attitude at all times, no matter how trying the circumstances or how many complaints I receive from guests. While interacting with visitors, I will do so with politeness, sympathy, and tact.

	To ensure that operations run smoothly throughout my shift, I will make an effort to keep open lines of communication with other departments like housekeeping and maintenance. As part of this process, it is important to keep guests informed of any potential disruptions. In the event of an emergency, such as my manager calling in sick, I will prioritize adaptability and the ability to quickly and easily adjust to any shifts in the volume of work or the specific needs of my guests (Zayed et al., 2022).
	I would consider my plan to be the most effective because it places a premium on guest satisfaction, adherence to established protocols, productive dialogue and teamwork, and adaptability. By prioritizing guest satisfaction, I can ensure that guests have a pleasant experience at the hotel, which is likely to result in positive reviews and repeat business. By adhering to established protocols, I can eliminate inconsistencies and misconceptions when responding to guest requests, which can improve overall efficiency. By promoting productive dialogue and teamwork, I can avoid unnecessary setbacks and guarantee that guests' demands are met in a timely fashion. And by prioritizing adaptability, I can ensure that the hotel runs smoothly even in the event of unexpected challenges.
	To ensure a quick resolution of potential scenarios in the future, I recommend that the hotel produce a Standard Operating Procedures (SOP) handbook that details all front desk procedures, such as check-in and check-out, payment processing, reservation management, and guest service. This guide can be used by new hires as a reference, and it can help maintain uniformity in how requests from customers are handled. Additionally, the hotel should divide up the many chores that need to be done and assign them to separate employees. For example, check-in and check-out might be handled by different employees, while reservations and questions could be handled by a third. This can help avoid the bottleneck effect that can occur when a single employee is responsible for all guest requests.
As for management, I recommend that the hotel make them readily accessible at all times, whether or not they are physically at the property. This is possible, for example, if the hotel's Property Management System (PMS) and phone system are accessible remotely. By doing so, management can quickly respond to unexpected challenges or provide




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)


	Hotels play a crucial role in the economy as a major part of the hospitality industry. A hotel's success is determined by many aspects, such as the quality of service offered, the skill of the management team, and the attractiveness of the surrounding area. Property management systems (PMS), hotel reputation, communication, and personnel are only few of the factors that contribute to a hotel's success. In this paper, I will go over each of these factors in turn, explaining how they help a hotel run efficiently and make money.

The daily operations of a hotel can't run smoothly without the help of a computerized system called a Property Management System (PMS). An effective PMS will streamline operations, cut expenses, and boost customer satisfaction. The core features of a property management system (PMS) are reservation administration, room management, front desk management, billing and accounting, reporting and analytics, and third-party system integration (Zayed et al., 2022).

The Administration of Reservations
A PMS's reservation management features are crucial to the smooth operation of a hotel's guest reservation system. The PMS makes it simple for hotels to keep track of guests' bookings, changes, and cancellations. The hotel's inventory, room kinds, pricing, and availability can all be managed via a property management system (PMS).

Taking Charge of the Situation
Furthermore important to a PMS is the ability to control individual guest rooms. A Property Management System (PMS) allows hotels to keep tabs on the availability of rooms, keep track of which ones are occupied, and schedule necessary repairs. When it comes to housekeeping, a PMS can help you keep track of staff schedules and delegate jobs (Zayed et al., 2022).

Supervisory Duties at the Reception Desk
An integral part of a property management system (PMS), front desk management facilitates smooth guest check-in and check-out procedures. Using a PMS, front desk employees can view guests' personal information, such as their reservation history, billing information, and room preferences. Room service and cleaning requests are two examples of guest services that can be simplified with the help of a property management system (Das and Chaudhuri, 2020).

Accounting and Billing
A PMS's billing and accounting features are crucial. A PMS helps hotels handle guest payments, create invoices, and monitor income. Spending on things like salaries, power bills, and office supplies can all be better managed with the help of a property management system.

Analytics and Reporting
A PMS is not complete without its reporting and analytics capabilities, which give hotels crucial information about their business. Reports on occupancy, revenue, expenses, and guests' opinions of the property can all be generated by a PMS. The data shown in these reports can help hotels determine the optimal level of price, personnel, and promotion (Das and Chaudhuri, 2020).

Collaboration with Other Hotel Management Systems
There is no more important feature of a property management system (PMS) than its ability to work in tandem with other hotel software. The PMS can communicate with other hotel applications including the POS, housekeeping software, and revenue management software. With this connection, hotels can control everything from a centralized hub.

	
Element 2 – Hotel reputation


	
A hotel's bottom line heavily depends on the quality of its reputation. Customer satisfaction with a hotel can be influenced by a number of aspects, including as the standard of service, the cleanliness of the premises, the availability of convenient amenities, and the hotel's convenient location. The success of a hotel depends on many factors, including the quality of its service, the cleanliness of its facilities, the availability of its amenities, its choice of location, and its ability to manage its internet reputation (Cheng, 2021).

High-Quality Service

The standard of service provided by a hotel is a major determinant of its overall popularity. In today's world, customers demand fast, helpful, and individual attention. Hotels should make sure their employees have the resources they need to give stellar service. Moreover, reporting and feedback mechanisms should be in place to help pinpoint service gaps.

Cleanliness

Furthermore, essential to a hotel's standing is its level of cleanliness. Rooms, common areas, and facilities must be kept spotless at all times if they are to meet guests' expectations. Housekeeping personnel at hotels should have extensive training and have access to modern cleaning supplies if they are to meet their high standards for cleanliness.

	

Element 3 - Communication 


	It is essential for hotel staff to be able to communicate effectively. Participants in this type of information exchange include hotel staff, guests, and outside parties (such vendors or franchisees). When everyone who will be interacting with the guest knows how to reach each other, everything will go more smoothly. The following are some of the most important aspects of hotel communication to keep in mind when putting it into practice:

The hotel should provide effective means of communication for all staff and customers. Clear and explicit instructions, the use of efficient communication tools like emails, messaging apps, and intercom systems, and the dissemination of pertinent information are all necessary to ensure that everyone knows who to call in the event of a crisis (Cheng, 2021).

Keeping in touch on a frequent basis is crucial to the success of any hotel. Every department in the hotel should follow the same standard procedure for communicating with customers and other interested parties, and employees should receive training on how to do so .

Being in touch with the staff in real time is essential for solving any issues that may arise during a guest's stay. Staff members and management should be well-trained and able to respond rapidly to guests' needs, and the hotel should have systems in place to address issues as they emerge.

With the world becoming ever more interconnected, it is essential that hotels nowadays can interact with their guests in a number of different tongues. There should be an abundance of linguistic resources, including translation services, and the hotel's staff should be fluent in several tongues (Cheng, 2021).

Hotels might benefit from guest review and comment tracking systems. This allows for continuous improvement and the pinpointing of areas where communication may be enhanced.

As a last thought, I'd want to stress the importance of good communication in the hotel industry. The success of a hotel's guest communication depends on many factors, such as the clarity of its channels, the consistency with which its messages are delivered, the promptness with which it handles problems, the availability of staff fluent in guests' preferred languages, and the availability of systems for collecting and reporting guest feedback.

	
Element 4 - Staffing 


	
Premier Inn relies heavily on its staffing team to run smoothly. In the United Kingdom, Premier Inn hotels are well-known for providing reasonably priced, high-quality lodging. The brand's commitment to providing a positive experience for customers begins with its workers, who take great pride in their role as ambassadors of the company. In this section, we'll talk about the Premier Inn hotel chain's staffing policies and how they affect the business.

Premier Inn hotels adhere to a stringent recruitment and training procedure to ensure they are employing the most qualified candidates for each position. The company values positivity, openness to new experiences, and a hunger for knowledge among its potential employees. Interviews, quotas, and testing of skills and aptitude are all part of the hiring procedure. Candidates that are hired undergo extensive training in areas such as hotel operations and customer service.

The Premier Inn Way is the company's training program, and it's geared toward giving new employees the foundation they need to excel in their jobs. Housekeeping, greeting, food and beverage service, and health and safety are just some of the areas covered in the training. Employees receive a well-rounded education in the ways of the hotel through classroom instruction, on-the-job learning, and online courses.

Growth Opportunities: Premier Inn values its workers and encourages their personal and professional development by providing them with a variety of internal advancement possibilities. The company provides its employees with numerous opportunities to advance their careers, such as one-on-one mentoring, work shadowing, and leadership seminars. As long as employees are willing to put in the effort, they will be given the opportunity to take on greater tasks and grow professionally.

In addition, the company has a "talent pipeline" program that seeks out individuals with the most potential and then helps them reach their full potential through specialized training and other means. The goal of this initiative is to equip Premier Inn with a group of capable employees who can assume leadership roles as the company expands.

Levels of Staffing: Premier Inn keeps a tight eye on its levels of staffing to guarantee that it can meet the needs of its customers. The brand has a complex staffing strategy that accounts for seasonality, guest volume, and hotel occupancy rates, among other things. The methodology helps the hotel employ just the proper amount of workers to ensure smooth service at all times.

Premier Inn realizes that if its personnel are enthusiastic about their work, they will be more inclined to treat their guests well. Employee surveys, programs to show appreciation, and company outings are just a few of the brand's measures aimed at maintaining enthusiasm among workers. Staff members from all areas of the company serve on the employee engagement committee, which provides input to the brand's leadership on ways to boost employee involvement (Huang and Baker, 2021).

Overall, staffing is essential to Premier Inn's operations, and the success of the brand can be traced back in part to the company's approach to hiring and retaining employees. Premier Inn's dedication to employee growth and development, combined with its stringent hiring standards, guarantees that the company always employs the most qualified candidates. The hotel will always have the proper number of employees according to the brand's innovative staffing methodology. Last but not least, Premier Inn's dedication to its staff's happiness and satisfaction guarantees that the hotel's employees are enthusiastic about providing superb service to visitors.
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