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Front of house staff form the backbone of the hotel or any business in the hospitality industry. Together they comprise a range of skills that drive sales and grow customer satisfaction. It’s important to build the right front of house team, and give them the correct tools to do their work with calm and confidence. (Jarvis, 2021). There is a wide range of skills used which includes soft skills such as 
Communication and problem-solving skills, and, hard skills such as IT and software management skills. Some of the key skills used on the hotel’s front desk are as below. 
· Strong communication skills and personal presentation 
· Good at problem solving and dealing with complaints. 
· Ability to work as part of a busy team
· Willingness to work overtime when required 
· Good levels of numeracy and literacy
· Experience in working in a high-pressure environment
· Experience in delivering high levels of customer service
· Experience in till operation, booking systems and cash handling
· Commitment to punctuality and timekeeping
· Experience in working in a Front of House role
· Skills in greeting, hosting and serving (Connolly Cove, 2022)
Communication skills are critical for hotel front desk and guest service staff. They communicate with guests in person and over the phone all day, so it is important that they speak clearly and maintain a positive tone at all time (Doyle, 2020). Throughout my experience on the reception in Premier Inn Burton, I found being positive and friendly helps you to interact better with customers. A smile goes a long way and the response you receive from customers is also very positive. 

Sometimes you come across difficult customers who are unhappy and angry. To deal with these customers you need to have problem solving skills. I had to address a customer who wasn’t happy with the bar tender because her card declined and she could not buy a drink. She came to me in reception to complain about the bartender. I apologised and advise I will ask someone senior to investigate this situation. Customer was happy and went back to the room. All she wanted was an apology. Staff are made up of friendly employees who can provide high-quality customer service and address customer complaints (Hotel Owner, 2023). 

The ability to work in teams’ skill comes in use in the front desk because you can split the job and help each other out to make sure you are providing the best service possible. In Premier Inn Burton there is always 2 staff members on the front desk so that if one person is on the phone or away from the desk, there is always another member there to greet the customers. It also makes it easier to carry daily tasks relieve the pressure off one person. 

Premier Inn also uses different systems to manage bookings and tasks which need to be carried out daily. It is key to have IT and Microsoft Office knowledge. They use a system called BART, which manages all bookings, check- ins, key cards and customer information. Another system is called Genie, it is used to allocate shifts and work schedule for staff members in housekeeping and reception. The main system used to manage health and safety tasks, cleaning tasks, security tasks and end of shift hand over is the Co- Pilot. Training is provided but a good knowledge of IT comes in use. The Co- Pilot sets daily tasks for the Front Desk staff members, at the end of each shift they must complete a handover and submit it for the next team. The handover includes checking the till and cashing up, fire and security checks, any important guest messages and a list of tasks. The evening shift staff are also responsible for checking feedbacks and responding to them on a system called Spotlight. The system allows them to see what the current ratings are on sites such as Trip Advisor and google.

The main skills used on front desk are transferrable skills. These skills are learnt through out your life and develop to become better over the years. So far in the last 5 weeks I have used the following skills on the front desk, communication, problem solving, team work, time keeping, basic housekeeping and IT skills. As a Front-of-house staff, it is our responsibility to look after the guests and to make sure their visit is safe and enjoyable (Hardie, 2015).

It is very important for any business in the hospitality industry to recruit staff with the correct skills and provide adequate training. If the employees don’t have the required skills, then they won’t be able to carry out their tasks successfully and therefore will result in poor customer service, which will then lead to unhappy customers. When customers leave unhappy, it is highly likely they won’t return again and also leave negative feedback. 
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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 staff members are aware of their tasks and shifts

	Check to see tasks are being completed in a timely manner
	The responsibility will be divided between all staff members and not on one. 
	Train a member of staff who can fulfil the manager’s duties

	Check fire and security are operating well

	By making sure all systems are operating correctly
	It will prevent any emergencies and security failures
	Create a manual hand book on how to carry the checks out

	Carry out health and safety check 

	Making sure the health and safety procedure is being followed

	It will prevent accidents and damage for all staff and customers on site
	Keep a check list in the health and safety file with instructions

	Make sure rooms are checked before guest check- in (3pm)

	Rooms checks completed before 3pm
	Check-in will be smooth and will eliminate waiting time.
	Train other staff members on how to carry out these checks

	Carry out any necessary tasks flagged on Co-Pilot such as finance handling and daily forecast

	Tasks being completed by all member of staffs in a timely manner as allocated by Co-Pilot
	Keeping up with daily tasks with ensure you are working in a timely manner.
	Create a manual with instructions and train another member of staff



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)


	Property Management System is a software that works as a centralised computer system. It can be a cloud-based system used in the hotel platform, where constant updates are made in real time. This will help manage your property from anywhere, at any time and from any device (Gain, 2023). With a PMS, businesses can streamline their operations, prevent or reduce manual errors and improve efficiency. The system can be used to manage guest profiles and preferences, this will allow businesses to provide a more personalized experience for their guests, leading to increased guest satisfaction and loyalty towards the brand (Kholin, 2023). Prior to selecting a PMS, it is important to make sure it is fit for purpose. It should also be functional, carrying out the basic tasks of the hotels such Front desk management, check in and check out, housekeeping, revenue management, reporting and feedbacks. Another element to consider is the cost of this system and whether you have the finance for it, depending on the budget the PMS can come with basic functions or more advance functions at a cost. A cloud-based system is more cost effective and will also allow you to connect from any device and from anywhere. Other important aspects to consider are how reliable is the system, is it easy to use and how secure is it because the system will be storing personal information. Overall, a property management system is a vital tool for accommodation owners to manage their operations efficiently and deliver a superior guest experience (Herman, 2023).


	Element 2 – Hotel Reputation


	Hotel reputation management is all about monitoring and influencing how the hotel is perceived online and through the eyes of your guests. It works by keeping a track of review sites, posting and engaging on social media. It can also help optimise the site for search (Boley, 2020). There is a hotel reputation management tool that can be used but it will come at a cost so budget needs to be decided before considering any tools. One of the most important elements is to have the right staff with good communication skills because people expect brands to be consistent and clear in communicating with the people. Also responding to feedbacks professionally is very important because your response will reflect on the brand image. Enthusiastic employees can help take positive guest experiences to the next level so it is important to look after the employee and the morale. Guest satisfaction is directly reflected in online scores and reviews, and it plays a big part in hotel reputation management (Campbell, 2021). By knowing, monitoring and trying to control the information that affects people, companies, brands and/or products is what is known as Online Reputation Management (ORM). (Reputation Defender, 2021). Staff need to be trained adequately to manage online training and keep a track on the scores. Premier Inn sends a weekly report to all staff letting them know what the scores and feedbacks are, it helps them improve the service they provide and increase customer satisfaction. 




	Element 3 - Communication 


	Communicating clearly and concisely will help to avoid misunderstandings and miscommunications that can cause disruption to the flow of operations (Les Roches, 2022). One of the basic communication models consists of 5 key elements. The sender or the person generating the content, the end receiver of the content, the clear and precise message, the channel you will use to distribute the message and feedback from the receiver regarding the content. Effective communication in the hospitality industry is a two-way process of exchanging opinions, ideas, knowledge, findings and data between the management and employees in a way that the message is received and understood clearly. (Guest Joy, 2022). The same applies when you communicating with your audience and guests. The main skills required for communication is good listening skills, this will help you understand the customer needs and wants, keeping an open mind will allow you to not be judgemental, good people skills will help you interact with customers, problem solving skills will help you overcome the unexpected challenges, being respectful and having patience is also very important when communicating with staff and guests. It is very important to vet the employees when recruiting for front desk because communication skills is a must have and having the right skilled staff will help bond and interact with the guests. Happy and satisfied guests usually mean returning customers and more business for the hotel. 


	Element 4 - Staffing 


	Most businesses look at labour as a threat to profitability, but choosing the right staffing strategy can actually enable you to increase revenue and protect profits (Fox, 2022). This can be done by hiring the right hospitality staff with the right skills. Firstly, the business needs to calculate the number of staff required to manage the hotel. This is dependent on the number of rooms and style of hotel. A hotel with a restaurant will require Kitchen staff and waiters/ waitresses, where as a hotel without a restaurant will only require hotel staff, for example, front of house, back of house, housekeeping, management and maintenance. Each job role will need to be advertised with the required skills and credentials. When recruiting the staff, it is important to make sure they are compatible with the job role, they must have the correct skills, experience and be motivated to learn. Further training will educate the staff on brand awareness and what is expected of them. To retain employees, you can keep them happy by creating a positive working environment, offering promotions and giving them rewards based on performance and targets (Lacelle, 2021). Recruiting a good general manager who can fulfil their duties and manage the staff is very key because they are responsible for making sure the hotel is running smoothly and all staff are working together in a team to deliver the right customer service and keeping up with the standards of the brand.
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