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Component One
What are the key skills required to work at the hotel's front desk? 
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	As a student at the International Hotel Management, I recently got the chance to work in hotel administration and front office operations. In this subject, I learned about the essential abilities needed to succeed at the Newcastle Premier Inn hotels' front desks. This learning log will serve as a place for me to reflect on these abilities and share ideas for putting my academic understanding into practice in the workplace.
The ability to communicate effectively is a must for a front desk position. Communicating effectively with visitors, co-workers, and other hotel departments is a skill I have had to hone. I had the opportunity to improve my skills in responding to questions, giving explanations, and addressing concerns from guests through role-playing and simulations. With this ability, I will be able to interact with guests in a way that reflects well on Premier Inn and provides a good impression (Bardi, 2017).
Working the front desk needs teamwork because employees from all across the company must work together. Through participation in team-building exercises and group projects, I learned the value of teamwork in providing first-rate service to guests. I will help maintain peace and harmony in the workplace by contributing to team discussions, offering my ideas, and lending my support to my coworkers.
Effective task management is essential for front-office operations. I gained the ability to set priorities, manage my time wisely, and juggle many duties by participating in a series of hands-on exercises. In the hospitality business, I plan to put my skills to use by ensuring that guests have a pleasant stay from beginning to end.
These are essential at the front desk in order to provide outstanding service to guests. I have been working hard on improving soft skills like empathy, patience, and focus. I was able to better handle stressful circumstances and keep my cool by acting out hypothetical scenarios (Corgel, Sturman, MC and Verma, 2019). Using the expertise I have gained in these areas, I will be able to resolve guest issues in a timely manner while keeping customers happy.
One of the most important aspects of the hotel business is catering to guests' individual preferences and requirements. I picked up tips for upselling to customers, anticipating their needs, and going above and above in service. Using these abilities, I will be able to give Premier Inn's customers something to talk about and encourage repeat visits.
As part of my education, I learned about some of the problems that can arise at the front desk of a hotel. I became familiar with several of the most popular hospitality software packages, including OPERA, MGS, Guest Ware, and Hotelier. Having this theoretical background will help me learn Premier Inn's technologies fast, allowing me to better manage guests' information and reservations (Prasad and Dev, 2015).
This session taught me how to work at Newcastle's Premier Inn front desk. Participating in relevant activities and simulations has given me the confidence to use this information and these abilities in real life. I enjoy applying my academic knowledge to assist Premier Inn to succeed by offering exceptional customer service (. This experience increased my passion for hospitality and prepared me for a career in hotel administration and front-office operations.
In the hospitality sector, the subject of hotel administration and front office operations is vital since it has a direct bearing on visitor happiness, operational effectiveness, and a hotel's overall success. This topic is important for these reasons:
The front desk's first impression sets the tone for the entire stay. Hotel administration and front office operations enable a smooth check-in, correct reservation processing, and quick resolution of guest requests and issues (Van der Borg and Russo, 2018). Hotel success depends on visitor happiness, loyalty, and favourable word-of-mouth.
Hotel administration and front office activities ensure smooth operation. Manage reservations, coordinate with housekeeping and maintenance, handle guest requests, and ensure appropriate billing and payment. Front office efficiency streamlines processes, reduces wait times, and improves hotel department communication. Operational efficiency, cost-effectiveness, and resource optimization improve.
The hotel's front desk is a crucial revenue-producing division. Front office employees can increase guest revenue through upselling and cross-selling services, room upgrades, and amenities. Accurate front desk billing and collection help the hotel's finances. Revenue management-trained front office staff can maximize revenue prospects.
Hotel administration and front office activities shape brand reputation. Positive front desk experiences boost the hotel's reputation. However, problems in these areas might result in bad ratings and a damaged reputation (Saleem, 2018). Hotels can separate from the competition by focusing on good practices, high service standards, and guest-centric initiatives.
Front office operations and hotel administration play crucial roles in the hospitality sector. They affect brand reputation, guest satisfaction, operational efficiency, and income (Tewan, 2019). Hotels can improve guest experiences, financial performance, and market share by prioritizing these factors.
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Component Two

	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 a quick resolution of this scenario in the future?

	I will enthusiastically greet and welcome each visitor as they arrive, conveying my genuine excitement for the duration of their stay.

	I will learn the standard operating procedures (SOPs) and become familiar with the front desk duties, such as check-ins, check-outs, reservations, and answering questions from guests.
	By being familiar with the hotel's procedures and operations, I can manage the front desk duties with assurance. I will be prepared to respond to questions and concerns from guests quickly and with accuracy.
	 It is critical to find and train backup staff members who can fill in for absent employees. Determining that several team members are knowledgeable about front desk duties and procedures can reduce disruptions and preserve service continuity.

	I will make sure I have a solid understanding of the hotel's facilities, services, and nearby attractions so I can confidently give visitors accurate information. I will ask knowledgeable coworkers for advice or consult relevant resources if I have questions.
	In order to effectively manage work and interact with other departments, I will leverage the technology and systems that are currently in place, such as hotel management software like OPERA and communication tools like internal message systems (Brunt and Courtney, 2019).
	Despite the manager's absence, I will make sure that customers receive outstanding service and go above and beyond their expectations (Kandampully, Zhang and Bilgihan, 2015). Their happiness will be my top priority as I establish a friendly environment.
	In the event of a manager's absence, employees will still have access to a reference guide in the form of detailed SOPs. The protocols for emergencies, troubleshooting advice, and necessary activities should all be covered in this manual.

	I promise to conduct myself professionally, dress in my hotel uniform, and maintain my appearance of cleanliness. To make the atmosphere for visitors hospitable and inviting, I will demonstrate a positive attitude, excellent communication, and active listening techniques.
	After evaluating the workload, I will rank the tasks according to their importance and urgency. I can make sure that things go well and guests get help when they need it by prioritizing my most important duties and using time management strategies to make the most of my free time.
	 Smooth operations and effective problem-solving are made possible by making use of the resources at hand, working together with coworkers, and keeping lines of communication open. Visitors will obtain prompt support and suitable answers to their problems.
	It will be easier to communicate and make decisions in emergency situations if all pertinent personnel's contact information is up to date and readily available, including managers and important support employees (Haywood, Stone and Enz, 2016).

	I will pay close attention to the questions, worries, and demands of the guests and work hard to quickly and satisfactorily address them. In the event that a circumstance arises that necessitates managerial action, I will reassure the visitors that their issue will be addressed as soon as possible and be relayed to the right staff.
	To ensure coordination and efficient problem-solving when the manager is away, I will work closely with the cleaning, maintenance, and other front office staff members. The maintenance of operational effectiveness will depend on open communication and teamwork.
	Effective problem-solving depends on being proactive, flexible, and making well-informed judgments. During the manager's absence, I shall assume responsibility for my duties and see to it that the demands of the visitors are addressed.
	Coordination and problem-solving will be facilitated by the adoption of efficient communication methods, such as phone or digital platforms that enable quick and reliable information sharing among staff members.

	In order to exceed their expectations, I will put the delight of my guests first. This includes making customized suggestions, guaranteeing quick check-in and check-out procedures, and assisting with any unique needs or requests.
	Throughout my shift, I will be ready to adjust to unforeseen circumstances and come to decisions that are in line with the standards of the hotel and the needs of the guests. In situations where quick decision-making is required to address a problem, I will do so.
	Building trusting relationships with customers will increase their loyalty and good word-of-mouth, which will further improve the hotel's reputation.
	Cross-training employees in other departments on a regular basis would improve their comprehension of hotel operations overall. They will be able to assist and fill in as needed, reducing the impact of unplanned absences on operations.



Component Three
Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	
Strong property management software should have sophisticated features for handling reservations. The front desk staff should be able to make and change reservations, keep track of available rooms, and cater to individual guests' needs with ease. Reservations should be easy and precise thanks to the system's real-time updates on pricing, availability, and deals (Brown and Jameson, 2017).
The PMS should allow for in-depth guest profiles to be created and maintained. Information collected includes guests' names, email addresses, phone numbers, hotel and amenity preferences, loyalty program memberships, and stay histories. With this information at their disposal, employees can better cater to each individual customer's needs.
To facilitate rapid and effective check-ins and check-outs, front desk operations should be streamlined by the PMS. Key functions like key distribution, payment processing, invoice generation, and guest folio accuracy should be facilitated (Bardi, 2017). There is potential for even greater streamlined operations through the addition of electronic payment and mobile check-in alternatives.
A well-integrated property management system (PMS) is essential for streamlined operations. Room status, service requests, and maintenance issues should all be logged into the system. It needs to help different departments talk to one another better so that guests' needs can be met quickly and rooms can be turned over quickly.
The ability to generate detailed reports and analyze data is an essential feature of any all-encompassing PMS. Occupancy records, revenue breakdowns, guest satisfaction indexes, and forecasting tools are just some of the statistics it should produce (Lee, 2017). These discoveries help with decision-making, revenue management, and problem-solving.






	
Element 2 – Hotel reputation


	
Premier Inn's commercial performance and profitability depend in large part on the hotels' reputations. A strong reputation is essential to attracting new business and keeping existing customers satisfied (Eccles and Serafeim, 2019). Premier Inn hotels' online reputations depend on a number of factors, including:
Providing outstanding service is crucial to a hotel's success. To ensure that guests at Premier Inn hotels receive excellent service, management must develop guidelines, provide thorough training, and encourage employees to go above and beyond. Being attentive to guests, making suggestions based on their interests, and showing genuine interest in them all help build a solid reputation.
Premier Inns should always provide and maintain first-rate facilities and services to meet the needs of their visitors. A hotel's standing and the satisfaction of its guests can be improved by providing a number of services, including clean and well-maintained rooms, comfortable beds, cutting-edge technology, dependable Wi-Fi, fitness centres, restaurants, and meeting spaces (Solomon, 2018).
Reviews and other forms of online exposure play an increasingly important role in modern society. Hotels in the Premier Inn chain should take control of their online identities by doing things like keeping a well-designed and informative website, posting on social media, and responding to reviews from guests (Goh and Law, 2016). Keeping tabs on and addressing both positive and negative comments from visitors shows that you care about their experiences and earn their respect.
The reputation of a hotel can be greatly influenced by its staff's level of interest in and enthusiasm for their work. Premier Inns should provide opportunities for staff growth and development, foster a constructive work environment, reward and acknowledge outstanding performance, and inspire employees to take charge of guests' stays.









	
Element 3 - Communication 


	
Effective internal communication guarantees that every employee is knowledgeable and in sync with hotel operations. Establishing frequent team meetings, digital platforms for sharing information and updates, and a streamlined messaging system are all great ways for Premier Inn hotels to improve their communication with one another (Prasad and Dev, 2015). Consistent dialogue improves teamwork, facilitates smooth coordination, and maintains employee interest and enthusiasm.
Communication in many languages is common at Premier Inn hotels, which frequently host visitors from a variety of nations and cultures. Providing assistance in communicating in multiple languages is essential for smooth relationships. Guest comfort and happiness are both increased when staff members are fluent in key languages or when translation services are utilized.
It is essential to have clear lines of communication in the event of a crisis or other emergency. Crisis communication methods at Premier Inn hotels should include established channels of contact, identified spokespeople, and a system for disseminating information to staff and guests. Crisis situations are easier to handle and have less of an impact on guests when the timely and correct information is shared.
Premier Inn hotels can improve their communication efficiency by using technology. Guests may be kept in the loop quickly and easily with the help of communication solutions like mobile apps, digital signs, and property management systems with messaging functions. Processes are simplified, errors are reduced, and communication is enhanced as a result of technological integration.












	
Element 4 - Staffing 


	Premier Inn hotels should have a formalized recruitment and selection procedure in place to help them find and hire qualified staff. This includes establishing the qualities needed for the position, setting up interviews and tests, and confirming references and credentials. In order to provide outstanding service, it is crucial to choose people that possess the necessary knowledge, expertise, and a focus on the customer.
Staff employees must be provided with extensive training programs in order for them to gain the skills, knowledge, and service standards required to do their jobs effectively. Premier Inns should put money into both new hire orientation and continuous learning and development (Ottenbacher, Harrington and Staffieri, 2016). Customer service, standard operating procedures, effective use of technology, and creative problem-solving should all be part of any employee's training. Staff competency, morale, and advancement can all be supported by regular training opportunities.
Scheduling personnel and allocating tasks to them efficiently helps businesses keep
 up with the fluctuation of customer demand. In order to anticipate staffing demands, Premier Inns should look at past statistics, occupancy patterns, and planned events. To avoid under or overstaffing, maximize productivity, and reduce service delays, good workload management is essential.
Effective succession preparation is essential for ensuring consistent business operations and filling any resulting talent voids. Premier Inns should seek out and invest in those employees who show the most promise as future leaders. By creating a talent pipeline, seamless transitions during employee turnover are guaranteed, and guest service disruptions are reduced.
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