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The Front Office is a vital part of any hotel, and it plays a crucial role in maintaining the quality of service that guests receive. It is responsible for coordinating with other departments and ensuring that the hotel is operational. The front office of a hotel is a different area of activity from one hotel to another. It can be influenced by the location, market focus, and size of the property. Baum et al., (2006) 
During my internship at Premier Inn Hotel, I was able to gain new skills and knowledge in the field of international hotel management.
I started my placement with Premier Inn in January of 2023 on a morning shift. I met the team and it was an opportunity for me to get to know them better and see how they work together. It also helped me understand their goals and how they plan to achieve them. During my time there I learned that the first impression is often the lasting impression that a guest has about a hotel. The front desk is responsible for making sure that the guests are satisfied. Aside from providing a variety of services to guests, the front desk also plays a vital role in the hotel's overall operations by coordinating with other departments and communicating with them. Baum and Odgers (2001). The ability to speak a foreign language is very important for hotel front office staff members who are handling international visitors.


 In addition to handling administrative tasks, such as scheduling appointments and transferring guests, the front desk of a hotel also operates various customer service functions. These include answering telephones and providing guests with information about the hotel's facilities and locations. As the front office staff members are in a position of direct communication and sales responsibility, they need to develop their skills to deliver superior customer service. The hotel's front desk can help resolve complaints that customers have raised. In addition, check-out and billing procedures are conducted. Guests pay their final bills and return their items. 
On a normal shift I would sign in and start the daily tasks. First matter is to accept handover on co-pilot making sure that I count the till and check any receipts and shift pay in. After, I check if the day arrivals have been allocated followed by setting up the housekeeping team rooms list. The mail is checked on a regular basis as well as the reviews. During the shift I have to answer to all calls and make sure that the guests are happy and that they are greeted in a way that reflects the hotel's outstanding service. As well, dealing with complaints is a crucial matter for the front desk. It is responsible for addressing issues that can differentiate guests' dissatisfaction and satisfaction. Hoque (1999)
On my third shift I witnessed how a guest came to the front desk and complained about the outside noise. The way my colleague and along with the manager handled the situation was remarkable. They listen with concern and empathy and then straight away they solved the situation. The guest was moved to a different room on a distinct floor, opposite side of the building. The situation was solved within a couple of minutes and everyone was happy with that.
Overall, the front desk is a vital part of any hotel's operations and profitability. Adler and Adler (2004). It can affect various aspects of the business, such as the level of revenue, the efficiency of the facility, and the satisfaction of the guests. Having the right staff is particularly important to ensure that the hotel is profitable (Baum,1996,2002).
The time spent in placement at Premier Inn helped me to achieve new skills, improve communication and most important, more experience in hospitality industry.
 To improve the guest experience, all staff members should be knowledgeable about the hotel's products and services. They should also be able to communicate effectively and control their emotions.
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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?


	Follow the daily tasks.
	Make sure that everyone is following the same routine.
	It can avoid unexpected events during the shift.
	Create and follow a plan to use in the absence of the manager.

	Cooperating with all departments.

	Communicate with colleagues and offer guidance.
	An engaged and informed workforce is a company's best asset.
	Follow the internal rules daily.

	
Manage the guest’s reservation and provide information about the hotel’s facility.

	Respond the issues involving guests and colleagues.
	 Confidently confront difficult individuals and poor performances.
	Name a person to be in charge in the absence of the manager.


	Make sure that every department can help the guests.

	Do more stimulating work.
	The shift runs smoothly.
	Prepare the staff and practice in the absence of the manager.

	
Offer complementary service.

	Rewording for achievements.
	A successful outcome can result in positive opportunities and performance.
	Learn how to confidently confront difficult individuals and poor performances.



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)


	A property management system is a vital part of any hotel's success. It can help improve the efficiency of its front desk and make the guest experience more effortless. The hotel's structure and technology are the factors that determine its management capacity and how it uses data (Law & Jogarathan) 2005. The ability to manage multiple aspects of a hotel's operations has been greatly expanded by the use of a property management system. It can be integrated with third-party systems such as payment and accounting software. Having a property management system that is easy to use will allow you to focus on the important tasks at hand, while giving more time to interact with the guests. A good PMS can help hotels manage the rates by allowing them to create room type-rate plans that can be easily adjusted to meet changing demand. This can be done by allowing to react to several factors such as local events and seasonality. Having the proper information about each guest is very important for hotels to keep track of them and their activities during and after their stay. A Customer Relationship Management that is integrated with a PMS can help the reservation team gather all the details about them and create a database that is easy to access.








	
Element 2 – Hotel reputation


	In the hotel industry, reputation management is especially important to ensure that your brand is perceived favourably by potential clients and that you are able to maintain strong relationships with past customers Stuart and Gharabaghi (2013, p. 48). The concept of customization is a service that helps guests identify what they need in a specific moment. This allows the service to provide the appropriate item for the guest. By listening to the needs of its guests, a hotel can provide the best possible service at a reasonable price. They will become lifelong patrons. Brown (2014) stated that the goal of a hotel's brand loyalty program is to provide its guests with the best possible experience. This can be done through the establishment of strong relationships with its customers. A comparison of the strengths and weaknesses of different industry competitors helps to identify areas for improvement and enhance the guest experience. To ensure that the hotel's customers are satisfied, it is important that the hotel's employees are trained to provide a unique and engaging experience (Tobin, 2013, p. 11).






	
Element 3 - Communication 


	
Communication skills are particularly important in order to build rapport with customers and resolve conflicts in the hospitality industry. This can help improve the guest experience and create a positive atmosphere. In addition to being able to communicate, digital communication skills are also becoming more important in today's society. Non-language skills are very important in the hotel industry as well. One of the hotel's key objectives is to make its guests happy. This can be achieved through the various aspects of the customer journey, such as the booking system, the check-in and check-out procedures, and the friendly reception. Being able to listen actively to someone is a skill that can help people resolve conflicts (Zairi, 2000). It involves understanding the other person's point of view. Today's visitor's and hotel guests are seeking unique experiences and emotional connections. In addition to being able to enjoy a great meal and a warm atmosphere, visitors also want to feel good about the stay. This is why it is important that the hotel and restaurant brands are able to create a variety of emotional experiences that will satisfy the guests. Without the necessary information about the competition in the industry, a hotel company cannot effectively achieve its customer satisfaction goals. A hospitality experience, which includes a restaurant meal or hotel stay, is a type of satisfaction that can be measured by the various elements and attributes of the service or product that make up the experience (Pizam & Ellis, 1999).






	
Element 4 - Staffing 


	
[bookmark: bbib0075]	The hospitality industry is known for providing the best possible service to its customers. This sector includes various areas such as food and beverage, tourism, and management. The staff members of hospitality establishments should be good at making the customers satisfied and should also have the necessary skills to provide effective customer services. The field of staffing is a specialized discipline that involves the recruitment, training, and selection of individuals. Good service and building loyalty among guests are some of the factors that hospitality industry workers are expected to deliver (Chi and Gursoy, 2009).
[bookmark: bbib0125][bookmark: bbib0210][bookmark: bbib0215]The staff members are responsible for welcoming the customers and registering them in the records and also have to make the reservations of the guests and collect the payments. The staff members must have good critical thinking skills and be able to take care of customers' complaints. The success of a hospitality establishment depends not only on the willingness of its employees to give the best, but also on the level of commitment and dedication they display to the organization's goals. This is because, in order for a group of individuals to achieve its goals, they need to be motivated and coerced at times. In a workplace, employees are expected to display their emotions through deep and surface acting. (Hoffmann, 2016). In the context of a supervisor-subordinate relationship, trust is a willingness on the part of the giving party to take risks. “The expectation that the subordinate will perform a particular action important to the management, irrespective of the ability to monitor or control that subordinate” (Mayer et al., 1995; Mcallister and Lewicki et al., 2006).
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