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From what I have learned while being on placement is that the front desk team members require various skills in their job. The front of house is one of the main guest touch points. The front desk staff require the ability to be able to multitask, communicate effectively with all departments, have empathy, the ability to work in a fast-paced environment and listen actively. For a guest after a long journey the very first people they will interact with is the front desk employee. This is the time when the hotel’s front desk can set the stage for a good relationship with their communication skills (Arya, 2018). Front desk employees will give of the first impression to guests. The guests should be welcomed with a smile. As for premier inn they have a welcome process in welcoming guests. A ‘wow’ upon arrival any guest arriving somewhere new enjoys a genuine welcome. So, make sure to be ready and set the charm. Reception is where the magic begins. If there are family guests say hello to the children too (Premier inn brand standards, 2018). Also, there is 15: 5 rules where you acknowledge the guest within 15 feet and engage the within 5 feet. Empathy is a core skill for front desk. It is important to understand your guest’s emotions and feelings and to greet them with a smile, without showing proper empathy you will not be able to win your guests heart and satisfaction (Visio, 2023). While being at front desk you come across various types of guests from leisure to business. Some people are coming to a loved one’s funeral or to see family, so if you have empathy, you are able to connect to the guest better, it shows you care. Front desk needs to communicate with all the departments like the other day there was a swimming gala and the guest requested if they could have their breakfast for 6.30am as breakfast normally starts at 7.00am, so the staff at front desk enquired with the restaurant that if it is possible to do that as there is an event on for the guests. They accommodated to that guests need which left a very satisfied customer. As (Ali, 2021) suggests guest satisfaction has many advantages such as creating strong relationships between hotel and guests and creating customer loyalty. Front desk gets very busy especially at peak times normally guest check in times are at 3pm in premier inn. Small hotels tend to have limited resources so most of the time there is one staff at front desk, checking in guests, checking out guests, answering calls, could be all at the same time. Such situations could lead to chaos if not handled properly so therefore it should be dealt with grace and finesse (Sanghi, 2015). If there is a problem with the guest’s room or a guest has an issue with something, the first point of contact is the front desk employee. Generally front desk staff have the responsibility to coordinate guest comments and complaints to the relevant departments for the issue to be addressed and manage service recovery (Prafder, 2023). Front desk also needs to have problem solving skills as when a problem arises, they should be able handle it well. Receptionists are expected to be able to quickly locate what is needed, documents, digital files, guest queries. Everything needs to be organised for quick access. Being a natural organiser does not only mean being able to work quickly but to be able to follow the right policy and procedures (Half, 2022). Front desk needs to have clear and good communication. They need to interact with the guests well and let them know what is available, to be able to deal with any guest’s complaints and queries. The front desk employee is the first person a guest meets when checking in, so these professionals are the face of the establishment so employers will look for individuals who take pride in their role and representing their brand (HCareers 2021). While being on front desk I have learnt that you must be a friendly individual. A guest when they walk into the establishment want to feel welcomed. Providing a service with a smile is very important. Having different type of skills is important as you must deal with all types of people in a day-to-day basis. Your colleagues as well as the guests. A front desk employee is the first and last point of call a guest will come into contact with. 
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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?


	Send an email out to notify all members of staff that manager is not in so that they aware. 
	Reach out to the other sites and ask if you could get help with staff, explain the situation to them. 
	Because it is better to ask for help than to try and do everything by yourself
	Put processes and procedures in place. Have sufficient staff and back up plans and robust sickness policy

	Provide as best service as possible and ensure staff try their best to accommodate without the need of a manager to get involved
	Be honest with guests sometimes it provides a better outcome by being honest from the start
	The guests will be more understanding if they know the situation from the beginning. 
	Set out expectations and holding people accountable, which will increase trust. Leadership does not entail yourself to make every decision.

	Request and emergency meeting with staff so that we can readjust and distribute managerial duties 





Involve and speak with more tenured staff and ask if anyone can fill in this role as they may have experienced this issue before and done the duty via experience anyway
	Ensure staff are happy to take on whatever duty they are comfortable with.  Have clarity on what needs to be done



Assign a team leader and have a rota with a task of what each team member needs to do
	Communicating effectively helps deal with a situation better than no communication. 






It is important to try and give space for people to grow their own capabilities
	Continue to learn and improve your own skills and to seek out training and development opportunities




Be a coaching leader, a leader coach invests in thought provoking conversations that reveals and strengthens their team’s talents

	Get a team member from the F&B department who has some experience in this field like their manager if it is possible

	Lay out a clear vision for the team, and that vison must be clear to everyone involved in a task
	This way all team members are all working in the same direction and understand clearly who is responsible for what
	Teach your team how to think not just to execute. Have empowered decision makers outside of hierarchy
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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 an operating software widely used by hotels of any size and structure. It is a management system that centralizes and automates the hotel operations. Through PMS it checks inventory, bookings, check in and check out guests and other essential features (Lipinski, 2021). Hotels PMS systems have evolved a lot for the business as it is a critical business operation that also enables hotels to deliver great customer satisfaction (Oracle 2023). Different Hotels use different types of booking systems. Premier Inn uses a property management system called Bart for all the bookings, room amendments, room availability, reservations, and billing systems. There are pros and cons as it is an older system. It is simple to use. Also, if Bart crashes there is a backup file if the system does go down. On the other hand, Bart does not have much features such as it only has one fixed standard rate for bookings. Other larger hotels like the Marriott International uses Micros Opera also a few others such as: Accor hotels, Four Seasons Hotels and Resorts and so on. A modern PMS system combines multiple work environments into one single piece of software. The combination of modules can vary and functionality of one module can be slightly different (Altexsoft, 2022). The PMS system is very important for the hotel industry as it helps to deliver a flawless guest experience. It helps hoteliers to stay in touch with their guests even after they have checked out (Djubo, 2021). A PMS system makes it easy for the hotel to communicate with the guests. It is essential for any hotels. 










	
Element 2 – Hotel reputation


	
Running any hotel is a tough job. There are so many key elements involved in the hospitality industry, from cleaning, to the restaurant, the customer service it is a lot. Even though the hotel itself is physical the image and reputation are digital (Whatman, 2021). Nowadays everything is online. When a person is not happy with something most likely that person will go online and leave a negative comment which can be distressing for any business. As any negative comments may have an impact on the hotel’s reputation. Social media can help build better relationships (Boley, 2020). For instance, when a guest puts a negative comment on Trip Advisor of one hotel in which the guest stayed in, it can go all over the internet and affect the brand image of the hotel brand itself. Hotel reputation online is so critical. It is how the company communicates with past guests and how to earn the trust of potential guest to increase revenue and sales (Darios, 2023). Responding to reviews, it is just as important as collecting them, user generated content have a major impact on customers purchase decisions. So, acquiring great feedback from satisfied guests is now a priority in the hotel industry (Customer Alliance, 2023). Hotel reputation is very important in the hotel industry and to maintaining that brand standard. Hotel reputation is a long-term never-ending project. Customer demands and needs change all the time so it is crucial to adapt accordingly. 
















	
Element 3 - Communication 


	
Communication is key to any establishment especially in the hospitality industry. Whether it is communication with the guests to achieve great customer satisfaction or coordination with the team members to provide a top-class service, effective communication is essential to the success of any hospitality business (Les Roches, 2022). The benefits of effective communication is to build trust, team building, better relationships, problem solving and active-listening. A business that promotes the benefits of good communication will result in employees understanding the roles and responsibilities and will reduce errors and failures (Ihasco, 2023). As a team communicate openly, honestly and regularly. Communication is the way to give out and receive signals to and from each other. It is key that to understand what makes up communication and the ways in which it can affect them. The three key elements to communication are: body language, words, and tone of voice. (Academy online, Whitbread). Hospitality staff are communicating with guests every minute on a daily basis. Customers expect to receive excellent service while staying at the hotel so without communication this will be impossible (Study, 2023). As communication is a soft skill it is also something that can be improved daily. Any team member that can communicate effectively within any industry will have a better outcome to achieve great results than of those who cannot. Communicating properly avoids any misunderstandings. Communication is a basic skill needed to implement in providing a great service. Good communication creates trust and loyalty.













	
Element 4 - Staffing 


	
The key elements to staffing are being honest with the employees. When interviewing for a suitable candidate be as honest as possible, when recruiting let the person know exactly what the job role requires. The main role of staffing is to find a suitable candidate for the right roles. Hospitality is fuelled by the people who work in it. Hotel employees are essentially the face of the hotel, the hotel employees have the most interaction with the guests throughout a guests journey at the hotel (Campbell, 2021). When hiring for a suitable staff for the hotel it is crucial to look for reliable staff, hardworking, someone who is enthusiastic for the job role and has the right attitude, has the right expertise and leadership. Choosing the right staffing training can also help boost revenue and profit as it will cost more in the long run to replacing that employee. The pandemic has impacted the hotel industry a lot especially in retaining staff. The first thing to do is to establish a base contract of labour. It all starts with recruitment, hiring the right people who have the passion for hospitality and who is enthusiastic in building their career in this industry. When looking for the right candidate prioritise candidates with people skills above all (SiteMinder, 2023). A rude or unruly employee could really have a negative impact on the hotel with negative scores, bad online reviews which could affect the hotels overall success. Try and make the employees feel at home and create a healthy work culture which is fun and enjoyable to retain staff.
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