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The following skills that are essential for a front office receptionist in a renowned hotel are discussed in the following section.
Communication 
Undoubtedly communication is recognized as a basic skill as employees working at the front desk have to interact and solve the problems or requirements of the tourists on a constant basis. This is the foundation expertise for them to help talk with the customers in person or over the telephone. For instance, they might be required to discuss prices related to rooms, solve room service issues, provide directions, and guide customers with detailed information about what facilities and perks can be expected from the hotel during their stay (Olimovich et al., 2020). A comfortable environment and assurance to the customers are the first priority in the service and hospitality industry. Having a positive tone while talking to customers is thus important. 
Technical skills 
Employees working in the front office are required to be skilled with technical expertise in order to work with computers. For example, they are required to use certain software packages and distinct processing systems utilized for transaction management along with tracking the receipts between the customers and the hotel. Thus, it is important that employees working in the hotel office have knowledge of hotel-specific software and know how to navigate the system. The application is distinct for different hotels and so on-the-job training is often essential (Ozkeser, 2019). Having confidence in their technical skills, such employees can ease their job responsibilities with the technology and also serve the organization better by keeping accurate records of the customers and other necessary tasks. 
Organizational skills
Working as a front desk employee in a hotel requires organizational skills. Such skill sets particularly prove to be effective for carrying out the multitasking requirements of this job profile. It also keeps them keep a checklist and carries out each task's requirements as per the instructions. For instance, they might be required to greet customers, provide daily reports to the manager, answer phone calls and complaints, and care to solve every kind of problem that the guest faces during their stay along with managing and keeping a log of transactions and customer details on the computer. The benefit of having such organizational skills can be recognized for making the job of the front desk relatively easier and more systematic (Bardi, 2021). For instance, a balance can be established between having a positive attitude toward customer interaction and the competency for completing other tasks.
Teamwork 
Strong teamwork is the defining attribute for helping employees at the front desk find common terms such that they can cohesively work together. For instance, in some instances, they might have to work together to solve a crisis that the customer is facing. They might have to plan as a department about some meetings, give feedback or find out different alternatives through which their performance could be extended. They might also have to give their common opinion through which the company will set up the targets for the monthly goals. Collaboration skills will thus be distinctly important for encouraging a positive work environment where harmony prevails and there can be better standards of service given to the consumers (Dreaver et al., 2020). With such strong teamwork skills, employees in the front office can work effectively with other hotel staff so that a memorable experience is given to the customers. 
Adaptability 
Hotel front desk employees are required to be highly adaptable as they have to manage many different aspects simultaneously. For instance, they might be the first ones who have to deal with how to effectively adapt to new marketing strategies, and negotiate with customers about the newest and increased pricing of rooms along with team expansion, different desk locations, replacements, and changes in management and other crucial factors. Such employees are required to put their personal skills in case of how to adapt to such changes and deliver the same standards of customer service (Tarafdar et al., 2019). They are required to schedule and deal with developments in other departments too. With such adaptability skills, the changes constantly happening in the hotel could be viewed as positive in the direction of progress and advancement. They will have the potential and willpower to adjust to that environment. 
I have been able to implement clear communication skills in engaging in conversations with customers. I have practiced my active listening so that I am able to understand the problems of my consumers. For instance, through a conversation with a hyper customer, one of the first things I do is to ensure they are composed so that I could derive meaningful information. After that, I got to know that he locked himself up with keys in the room itself. I asked if he could give me some ID to which he replied he had them in his room. It was a unique situation but I took control by accompanying him to his room, opening the door with a master key, and then verifying his identity there. Similarly, once a customer was not sure about a lunch bill paid on the day when he arrived. I asked for the transaction number and effectively searched the log for seven days before and gave him the required information that he wanted. 
I have taken up the responsibility of being the peacekeeper in the team. I have utilized my conflict resolution skills in this context. I have been successful in working with a team of individuals coming from different backgrounds. My experience in working in a cross-cultural team made my interpersonal skills more effective. Moreover, I am attentive and adaptable which gave me the scope to be able to work with any unique situation or experience that the customers might be having. I was able to remain positive and be able to create a harmonious environment so that we could serve the customers better. I am a very calm and reserved person by nature and so I am able to communicate with customers through different stages of their mood. I am patient and observant and good at finding the right solutions. I have been appreciated by my team lead and members for my problem-solving skills. 
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Component Two:
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 a quick resolution of this scenario in the future?


	When my manager called in sick, I was able to understand that for that day I have no supervisor and have to clock in and out all by myself. I could require to log in all the details and perform such tasks by myself without any help from my head. I have to be determined and focused and not lose confidence as I would affect my standards of customer handling. It can bring down the customer satisfaction level with no supervision from our manager. So, I had to take care of my daily work schedule and also micromanage the instructions that are generally given by our manager (Bonaccio et al., 2020). It can help me and the team to somehow be on the track. I have to look after the targets too so that I could serve the customers efficiently and be helpful in gaining more business. So I need to be extra careful with expressing my guests as I have no other option. If I made any mistake, I do not have my manager to sort out issues with the consumers. So, I need to be properly in my gear.

	I have to maintain a log in order to ensure that all requirements of tasks are properly completed. This will be greatly beneficial in terms of managing my shifts efficiently. I can get the requirements of the task and forecast the details beforehand. From such predictions, I would be able to get a fair estimate of the tools required for managing and catering to my job requirements. Tools such as safe scheduling software and shift management could be effectively utilised in terms of formulating the templates for each working hour. This can greatly help in adapting to a daily basis. After analysis of the entire work shift, I will be looking for my own working schedule. This could help in preparing me for the hectic and be versed with being able to meet with any confusion related to issues in shifts. This can help me actually gain an opportunity to fit into the shoes of our manager. I would be able to take up the managerial role and act in his absence for deriving the best interest of the team. 
	I can evaluate the effectiveness of my plan through distinct performance metrics like KPIs. I have to first consider the planning requirements and targets that are required to be fulfilled. In that case, stating objectives and reviewing the goals as per workforce strength, capabilities and potential. I have to assess the rush hours and time constraints as well. As per the requirements of the plans, the relevant objectives could also be included effectively. As per the changing requirements of the plan, there is a scope for such targets to change as well. In order to ensure that the team is driven to meet the standards, I can appreciate each of the team members who took the initiative in completing the plan such that better standards of customer satisfaction could be established. Through distinct KPIs, I could understand exactly how the contribution of each member was in terms of positively interacting with the employees as well as being driven towards finding new businesses.
	I would make sure to adopt a technology contingency plan. The first priority would be to encrypt the security details and transaction details to ensure complete safety (Sung et al., 2019). It would ensure that the customer's personal information is safe. This could add up to the brand's reputation to a great extent. The technology contingency plan and its distinct recognition could be retrieved particularly for power surges and having a backup to the system ready. It could also ensure that the system is free from hackers trying to opt for infiltrating scopes for ransomware attacks. In case of an emergency, the response and detection of the same will thus be extremely quick. This contingency plan can keep me in control and I posted on what exactly to be done in case of any crisis mediation opportunities. 

	I could improve my skills to impress the customers. In Particular, I can check the details and understand whether they are staying for business, vacation time or other purposes. Having understood the purpose, I can make complementary arrangements in order to ensure that they have an exemplary experience. I would also suggest to them the exciting things to explore in and around the property of Premier Inn. Furthermore, I can make their stay more comfortable by arranging them with vouchers and transportation facilities for sightseeing. I could in this way build a rapport with the guests and ask them more about the stay so that I can give valuable suggestions. 

	I would initiate effective communication with my team members such that I am able to understand the issues and provide solutions in case there is a big problem to be mitigated. I have to possibly work with staff and employees from other departments as well. I would be clocking in the time of shifts of each employee and analyse their work effectively so that I could report back systematically to the manager when he comes. In case of supervising in detail, I would be required to analyse the entire situation. I have to be careful with the decisions taken as they can directly affect the brand's reputation. Unless it is a big decision to take, I would ask for advice from managers of other departments.
	Through the implementation of such effective planning, I was able to understand how to systematically evaluate the situation so that obstacles and hindrances are not the primary reason for damaging the standards of customer satisfaction. I made it a point to review and track the entire progress process with the team such that they feel included and validated throughout the entire process. I could establish harmony in the team. I can also be assured of the team’s commitment and cooperation so that they could thrive to their fullest in meeting their potential. 
	This plan will help me be posted and informed about notifying and getting the required data that will be adequately addressed. I can even get the name and information of the shareholders along with the prospects of actually bringing out some changes. For instance, the impact of the database in case of discussing with the shareholders can be made in terms of planning the exact channels through which there can be a better investment for protection (Beauregard et al., 2020). I would also be logged in the progress with a distinct timeline and the activities of databases can be drawn so that similar instances of data breaches can be prevented in the future. 



Component Three:

	
Element 1 – Property Management Systems (PMS)


	Hotel Property Management Systems (PMS) could be considered as a set of distinct solutions that are used by hoteliers in terms of particular management of the day-to-day hotel operations (Gast et al., 2019). It involved managing distinct activities like housekeeping, reservations, front desk, maintenance, analytics, and reporting as well as billing and invoicing. All of such activities can be time-intensive or laboring. Modern advances in this spectrum like the modern cloud-based system could be the goal in order to ensure an advantage to the hotel managers and the administration with less cost and time management scopes. The PMS capabilities in the contemporary hotel industry have expanded beyond simple core functions. It includes room assignments, inclusive to all areas of the hotel, room inventory, and other major hotel operating areas too (Tuzovic and Kabadayi, 2021). There is a scope for scheduling preventative maintenance, conference, banqueting halls, drawing up room attendants for housekeeping as well as advancement in the integration areas too. 
Premier Inn is also not behind in giving customers a unique experience through implementing advanced PMS (Bardi, 2010). It is a cloud-based and advanced PMS system that particularly provides a realistic view of the business in real-time. It helped the management in making informed decisions that were distinctly tailored to the needs of modern consumers. They specifically upgraded to Amadeus Payments and this platform was a step closer to giving the opportunity of processing the payment from different currencies by guests effectively and more efficiently (Ndiuini and Baum, 2021). As a result of such integration, all the data could be visible on the central screen and was accessible in a single place alone. 

	
Element 2 – Hotel Reputation


	Brand equity is everything when it comes to the hotel industry. It is no secret that the reputation of a hotel adds up to positive perceptions among the consumers and this is considered paramount in terms of impacting the sales value as well as revenue prospects (Hammer, 2016). It enhances the chances of maximising the revenue to a great extent. Reputation management is thus a crucial component of the hotel industry as it is regarded as a key prospect for revenue enhancement. The trust of potential clients is derived from establishing a nurturing relationship with past clients. A sound reputation thus has an impactful role to play in hotel occupancy levels in the long run. Hotel reputation management is thus essential for overall business growth (Solomon, 2018). If done properly, it will add up to the enhancement in brand value. This could increase the number of repeat bookings by loyal clients and thus provide boosts to the revenue potential. 
The brand equity of Premier Inn is estimated to contribute to 56% of its operating revenue (Tesone, 2015). It is regarded as one of the best service providers in the nation and the establishment got its name from years of experience, goodwill, and loyalty to the hospitality industry. Premier Inn is a British Hotel Service Limited Chain and has curated the tag of being the largest hotel brand. It has more than 800 hotels under its chain. The guests visiting this area come from a variety of countries and the great customer experience accounts for 16% of the repeated booking scopes. 

	
Element 3 - Communication 


	Communication is a crucial element in the hotel industry pertaining to the role it plays in promoting inclusion, clarity, and understanding for customers coming from different backgrounds and communities (Tewan, 2009). The impact is deniable both in the case of communication with the guests to ensure their satisfaction level or in case of conversing with the staff to discuss standards, skills, and expertise needed to develop top-notch services. Effective communication and its role cannot be thus ignored in the hotel industry. Excellence in communication increases the chances by 15% in the case of effective rapport-building with gears. It leads to 12% more effective conflict resolution along with creating an overall positive experience for the guests (Johnston et al., 2012). Honing communication skills can help in clearing out misunderstandings and be readily available to solve the problems faced by the customers instantly and thus it can be a great opportunity for providing the assistance required for exceptional customer services. 
The slogan of Premier Inn is ‘True comfort is knowing what you are getting' and this certainly lays the foundation for communication standards in this hotel (Fallon & Rutherford, 2010). The communication standards are so high in this brand that according to BrandVue reports, Premier Inn is the most beloved hotel chain in the UK. Positive brand image and sheer scale have been maintained through the transparency in the communication channel that this brand has adopted.  According to Travelodge, 95% of the repeat customers of Premier Inn come back to this hotel only as they know the staff are competent and they can communicate their exact preferences and the relevant services will meet the exact standards. 

	
Element 4 - Staffing 


	Like any other business, it is the responsibility of the staff to ensure that the basic hotel functions for ensuring the business runs smoothly happen (Wood, 2013). The task is segregated among different departments like the front-desk employees, vendors, laundry room attendants, porters to even the upper hierarchy of the management ladder. Each employee has some distinct role to play in case of prolonging the perpetual and continual operation of a hotel. The job is also extended to ensuring security and safety issues in case of a preventive measure. In case there are chances of an emergency to occur, the staff is the first point of contact to ensure that in all circumstances, the guest's safety is given the utmost priority (Priyangika et al., 2020). All these approaches are undertaken to keep in mind that there is a sustainable balance in case of providing security and that it must not interfere with the prospects of enjoyment for the guest's stay. 
Premier Inn Is one of the most successful hotels as per the reports by Brand Advances (Fraser, 2020). One of the defining reasons for this brand to remain at the top for so long can be its dedication to recruiting and retention of the best talent pool. Customers have responded that more than 85% of staff in all locations were insightful about the tourist spots and gave them valuable insider inputs and suggestions which made their trip more memorable and enjoyable. The staff are competent and adjust to any unique experience while serving the consumers on a daily basis. They are aware that they represent the prestigious name of Premier Inn. 
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