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To ensure that customers have a comfortable stay, employees at the front desk of a hotel need to possess a variety of skills that are essential to the hospitality industry. I am able to provide a viewpoint on the most essential skills, as well as how theoretical knowledge may be used in the hospitality industry.
Superior Verbal and Nonverbal Communication Skills: To provide the finest service possible to visitors, working at a hotel's front desk requires excellent verbal and written communication skills (Reisinger, Y., Kandampully, J., Mok, C. and Sparks, B., 2001). Staff members who are fluent in various languages have an edge in their ability to interact with customers from all over the world. To properly assist its international clientele, hotel front desk staff, for instance, need to be trilingual in French, English, and Spanish (Baum, T. and Devine, F., 2007).
Technical Abilities: Front-desk staff members must be comfortable working with the hotel's booking and payment systems. They also need to be proficient with various pieces of office technology such as computers, printers, and telephones (Dinh, T., 2018). Today's hospitality workers need strong technical abilities since so much of their work involves interacting with clients and other staff members online.
Abilities to Handle Time Effectively: Time management skills are essential for anyone working in the hospitality sector. Agents at the front desk need excellent multitasking skills to serve clients quickly. A front desk clerk, for instance, must be able to check in new visitors, answer the phone, and fulfill a guest's request for more towels (Zaki, K.G.M., Jones, E., Morsy, M.A. and Abdelmabood, A.E., 2013).
Having the ability to solve problems: There are a variety of challenges that guests could face, from trouble making reservations to room malfunctions. Agents at the front desk need fast thinking and original solutions to these problems. You'll need to have a firm grasp of the ins and outs of the hotel's operations and the people skills to effectively convey that knowledge to visitors.
Attention to Detail: In the hospitality sector, paying close attention to the smallest of details is essential. The ability to multitask and provide accurate information to visitors is essential for front desk staff (Montargot, N. and Lahouel, B.B., 2018). Accurately processing payments and issuing invoices and receipts to visitors is another must.
Understanding the fundamentals of the hospitality sector, including how it functions and what constitutes best practices, is impossible without a firm theoretical foundation. Customer service, client satisfaction, revenue management, and financial accounting are just few of the subjects covered in hotel management programs.
Professionals in the hotel business may improve the visitor experience and boost income by putting their academic knowledge to practical use (Ip, C., Leung, R. and Law, R., 2011). In order to maximize profits for the hotel, front desk staff might use revenue management strategies, such as adjusting room prices according to demand and seasonality (Ivanov, S., 2014). In addition, hotels may monitor visitor happiness and pinpoint service weak spots with the use of customer service analytics.
I've had plenty of practice at the front desk of hotels throughout my own career. Kind and competent, I was able to address visitors' concerns and make them feel at ease throughout their stay. I also had access to the hotel's electronic systems for guest check-in, reservation management, and billing and settlement. I was also expected to be familiar with the local region and all the hotel's facilities. As a professional, I can attest to the fact that these abilities have been priceless to me. At every position I've worked, I've been able to thrive in customer service by applying my problem-solving and interpersonal abilities. Managing a large number of projects and assigning priorities has been a breeze because to my meticulous planning and organizational abilities. My familiarity with computers and the hotel's systems has also allowed me to contribute to efficiency gains.Personal reflections on my own experiences have allowed me to understand the importance of these skills and how they can be applied in practice.
The work of a hotel front desk clerk is often difficult. Yet, according to a study by Cornell University (2021), "the key skills required for hotel front desk clerks include customer service, communication, problem-solving, organization, computer proficiency, and interpersonal relations". To be successful in this position, must have stellar abilities in customer service, communication, problem solving, organization, computer proficiency, and interpersonal relations. My prior work experience has given me the foundation I need to succeed in a hospitality position of any kind.
Hotel front desk workers need strong interpersonal, verbal, written, technical, time management, problem-solving, and attention to detail abilities. These factors impact guest satisfaction and the hotel's reputation. Front desk staff deal with guests first and last, therefore their performance may affect repeat business and positive reviews. In the competitive hospitality industry, hotels must train front desk staff. Hotel workers need theoretical knowledge to improve customer service and income.
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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?


	
An action plan is a well-thought-out strategy that lays out in detail what must be done to realize a goal or collection of objectives. The action plan will help to ensure that the hotel is represented well to guests.

	The way of running smoothly throughout the shift:
Step 1: Establish Communication Channels
Establishing lines of communication with other departments is the first step in guaranteeing smooth operations in the manager's absence. This will keep the front desk and various departments talking to one other and working together. Every department, from cleaning to maintenance to food and beverage, has to know what to do in the manager's absence (Nambi, B., 2016).


	My strategy is effective because it emphasizes open communication, simple reservation management, and fast issue solutions.
	The term "contingency planning" refers to a set of preparations made in advance to deal with a hypothetical situation that may or may not arise in the future (Bannerman, P.L., 2008). I would take these steps to prepare for a repeat of this situation:


	
In another sense, it is "the sequence of acts or tasks that must be carried out effectively in order for a strategy to be effective " (Onyema, O. and Oti-Onyema, L.A., 2020). 

	Step 2: Review Daily Operations
The next thing to do is examine the hotel's day-to-day procedures. The front desk worker is responsible for reviewing the daily schedule for housekeeping, maintenance, and food and beverage services, as well as informing the appropriate departments of any special requests or requirements, as well as checking the reservation system for any arrivals, departures, or room changes.

	By examining standard operating procedures, consulting with colleagues, and communicating, I can make sure everyone knows about the changes and operations are going smoothly. Booking and complaint resolution efficiency determines a hotel's reputation.
	Cross-Training: My first order of business would be to make sure everyone at the front desk is cross-trained to do the other jobs there if necessary. This would guarantee that there is always a replacement worker for a sick employee, should they call in.


	
I should have a plan if the manager is absent if as a new front desk recruit. The plan's goal is to promote hotel client happiness and good word-of-mouth. 

	Step 3: Greet Guests and Handle Check-In and Check-Out
The front desk worker's job is to introduce oneself to visitors in a friendly manner while making eye contact. It is their responsibility to educate visitors about the hotel's facilities, services, and rules and to address any concerns they may have (Wijesinghe, G.T. and Bus, D., 2007). The front desk staff issues room keys and collects billing information for customers' check-in and check-out requests.

	In addition, I will be able to manage my time efficiently and keep operations running smoothly by setting priorities, keeping track of inventories, adhering to standard operating procedures, and resolving problems as soon as they arise.

	Regular Meetings: Meetings would be held on a regular basis so that everyone on the team is kept up-to-date on any new policies or processes. In the case of an absent employee, this would ensure that no important information is lost in the shuffle.


	


	Step 4: Handle Guest Complaints and Requests The employee at the front desk has to be ready to deal with any problems or questions that may arise from guests. They need to hear the visitor out, show compassion, and then provide a workable solution (Barlow, J., &Mller, C., 2008). Document the guest's name, room number, and complaint or request, then follow up with the appropriate employees.

	
	Clear Communication Channels: I would make sure that all employees had an easy way to get in touch with one another in the case of an emergency or unexpected absence.


	


	Step 5: Monitor Front Desk Operations During their shift, the front desk worker is responsible for keeping an eye on how things are running. They are responsible for keeping the front desk neat and organized, as well as checking that all equipment and supplies are in good working condition. Room availability, occupancy rates, and upcoming events and promotions should all be recorded.

	
	Documentation: I would record all policies and procedures in detail, including any adjustments or revisions. As a result, all employees would have access to up-to-date information and be able to provide appropriate directions and advice to visitors.
In conclusion, being prepared to perform front desk chores while the manager is away is essential to hotel operations and visitor happiness. A front desk associate may manage the front desk without a manager by creating communication channels, assessing daily operations, resolving guest complaints and requests, and monitoring front desk operations. To quickly resolve this problem in the future, a contingency plan is needed.
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Introduction 

•

This presentation aims to address 

recent guest complaints and ensure 

that brand standards and health and 

safety procedures are being 

followed within the housekeeping 

team at Premier Inn Newport. 

•

By focusing on employee 

engagement, best practices for 

housekeeping, and the 

implementation of Premier Inn 

Newport Gold Standards, we can 

provide excellent service to our 

guests while maintaining a high level 

of safety and efficiency.
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Introduction 

This presentation aims to address recent guest complaints and ensure that brand standards and health and safety procedures are being followed within the housekeeping team at Premier Inn Newport. 

By focusing on employee engagement, best practices for housekeeping, and the implementation of Premier Inn Newport Gold Standards, we can provide excellent service to our guests while maintaining a high level of safety and efficiency.
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Employee Engagement and 

its importance

•

Employee engagement refers to the 

level of commitment and connection 

that employees have towards their 

work, organization, and goals (Di 

Fabio and Palazzeschi, 2020). It is 

crucial for providing excellent service 

to guests, as engaged employees are 

more likely to go above and beyond 

in their duties, resulting in higher 

levels of guest satisfaction. 

•

The Gallup Q12 model is a tool used 

to measure employee engagement, 

and it includes questions about 

communication, recognition, job 

satisfaction, and other factors that 

impact engagement levels (Harter, 

Adkins and Agrawal, 2019). By 

focusing on employee engagement, 

we can improve the overall guest 

experience and create a more 

positive work environment for 

employees.
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Employee Engagement and its importance





Employee engagement refers to the level of commitment and connection that employees have towards their work, organization, and goals (Di Fabio and Palazzeschi, 2020). It is crucial for providing excellent service to guests, as engaged employees are more likely to go above and beyond in their duties, resulting in higher levels of guest satisfaction. 

The Gallup Q12 model is a tool used to measure employee engagement, and it includes questions about communication, recognition, job satisfaction, and other factors that impact engagement levels (Harter, Adkins and Agrawal, 2019). By focusing on employee engagement, we can improve the overall guest experience and create a more positive work environment for employees.
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Linking Employee Engagement 

to Business Outcomes

•

Employee engagement is linked to better business 

outcomes such as increased productivity, customer 

satisfaction, and employee retention (Burch and 

Goldsmith, 2020). Engaged employees are more 

productive, innovative, and committed to the success 

of their organization. They are also more likely to 

provide excellent service to guests, resulting in higher 

levels of guest satisfaction and increased customer 

loyalty.

•

By focusing on employee engagement, organizations 

can improve business outcomes and create a positive 

work environment for employees (Kelloway and Day, 

2020).
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Linking Employee Engagement to Business Outcomes

Employee engagement is linked to better business outcomes such as increased productivity, customer satisfaction, and employee retention (Burch and Goldsmith, 2020). Engaged employees are more productive, innovative, and committed to the success of their organization. They are also more likely to provide excellent service to guests, resulting in higher levels of guest satisfaction and increased customer loyalty.

By focusing on employee engagement, organizations can improve business outcomes and create a positive work environment for employees (Kelloway and Day, 2020).
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Premier Inn Newport 

Gold Standards

•

The Premier Inn Gold Standards are a 

set of service philosophies

•

They aim to provide exceptional 

customer service by anticipating and 

fulfilling each guest's needs, 

maintaining their safety and well-being, 

respecting their privacy, and efficiently 

resolving any issues or concerns. 

•

The Gold Standards ensure that every 

guest receives personalized attention 

and exceptional service, creating a 

memorable and positive experience. 
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Premier Inn Newport Gold Standards

The Premier Inn Gold Standards are a set of service philosophies

They aim to provide exceptional customer service by anticipating and fulfilling each guest's needs, maintaining their safety and well-being, respecting their privacy, and efficiently resolving any issues or concerns. 

The Gold Standards ensure that every guest receives personalized attention and exceptional service, creating a memorable and positive experience. 
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Implementing 

Premier Inn 

Newport 

Gold Standards

•

To implement Premier Inn Newport, then 

employees have to be train on the Gold 

Standards and ensure that they understand the 

importance of providing exceptional customer 

service (Brown, 2020). The hotel can also 

provide ongoing support and feedback to 

employees to ensure that they are upholding 

the Gold Standards.

•

According to Premier Inn Newport Leadership 

(Lopez R, 2023), Implementing the Gold 

Standards can lead to better service for 

the guests, resulting in increased customer 

satisfaction and loyalty, which ultimately leads 

to better business outcomes.
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Implementing Premier Inn Newport Gold Standards

To implement Premier Inn Newport, then employees have to be train on the Gold Standards and ensure that they understand the importance of providing exceptional customer service (Brown, 2020). The hotel can also provide ongoing support and feedback to employees to ensure that they are upholding the Gold Standards. 

According to Premier Inn Newport Leadership (Lopez R, 2023), Implementing the Gold Standards can lead to better service for the guests, resulting in increased customer satisfaction and loyalty, which ultimately leads to better business outcomes.
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Health and Safety Procedures and practices for 

Housekeeping in Premier Inn Newport

•

Health and safety procedures and 

practices are crucial for housekeeping at 

Premier Inn Newport ,This includes 

proper handling and disposal of 

hazardous materials, use of personal 

protective equipment, proper cleaning 

techniques, and regular inspections to 

identify and address any safety hazards 

(Arslan, Köksal and Kucuksenel, 2019).
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Health and Safety Procedures and practices for Housekeeping in Premier Inn Newport



Health and safety procedures and practices are crucial for housekeeping at Premier Inn Newport ,This includes proper handling and disposal of hazardous materials, use of personal protective equipment, proper cleaning techniques, and regular inspections to identify and address any safety hazards (Arslan, Köksal and Kucuksenel, 2019).
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Importance of Health and Safety Procedures 

and practices for Housekeeping in Premier 

Inn Newport.

•

The importance of health and safety 

procedures and practices for 

housekeeping in Premier Inn Newport

cannot be overstated. These 

procedures are essential to protect 

the well-being of guests and 

employees, prevent accidents and 

injuries, and ensure compliance with 

legal requirements (Lopez, 2023).

•

In addition to providing a safe 

environment, implementing effective 

health and safety procedures can also 

lead to increased guest satisfaction 

and loyalty. Guests are more likely to 

return to a hotel where they feel safe 

and comfortable, and employees who 

feel safe and supported are more 

likely to provide exceptional service 

(O’Connor, 2020). Therefore, 

implementing strong health and 

safety procedures is crucial for the 

success of Premier Inn Newport.
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Importance of Health and Safety Procedures and practices for Housekeeping in Premier Inn Newport.





The importance of health and safety procedures and practices for housekeeping in Premier Inn Newport cannot be overstated. These procedures are essential to protect the well-being of guests and employees, prevent accidents and injuries, and ensure compliance with legal requirements (Lopez, 2023). 

In addition to providing a safe environment, implementing effective health and safety procedures can also lead to increased guest satisfaction and loyalty. Guests are more likely to return to a hotel where they feel safe and comfortable, and employees who feel safe and supported are more likely to provide exceptional service (O’Connor, 2020). Therefore, implementing strong health and safety procedures is crucial for the success of Premier Inn Newport.
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Conclusion 

In conclusion, implementing effective health and safety 

procedures and practices, linking employee engagement to 

business outcomes, and implementing The Gold Standards are all 

crucial for providing excellent service to guests at Premier Inn. By 

prioritizing these aspects, the hotel can ensure that the guests 

feel safe, comfortable, and well-cared for, which can lead to 

increased satisfaction and loyalty.

Additionally, by engaging the employees and providing them with 

the tools and resources they need to succeed, the hotel can 

create a positive work environment that fosters employee 

retention and productivity.
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Conclusion 







In conclusion, implementing effective health and safety procedures and practices, linking employee engagement to business outcomes, and implementing The Gold Standards are all crucial for providing excellent service to guests at Premier Inn. By prioritizing these aspects, the hotel can ensure that the guests feel safe, comfortable, and well-cared for, which can lead to increased satisfaction and loyalty. 





Additionally, by engaging the employees and providing them with the tools and resources they need to succeed, the hotel can create a positive work environment that fosters employee retention and productivity. 
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