	
	
	




	 
[image: ]


Component One:
What are the key skills required to work on the hotels front desk? 750 words (+/- 10%)
 
Contribution to Overall Module Assessment: 25%
	Student No:
	2126723  
 
	 

	
	 
Module Title:
	Hotel Administration and Front Office 
	 

	
	Module Code:
	BMIH4004 
	 

	
	Lecturer:
	Lisa Bassler 
	 

	
	 
	 
	 

	 
The first and last images that guests have of a hotel are produced by the front desk. The distinction can be made by the reception staff's prompt and cordial greeting. Many visitors will first notice the entryway and greeting sections of a hotel, which will also serve as the hotel's natural center. 
Over the course of the past few weeks, I have been learning about the fundamental skills necessary to work at the front desk of a hotel. This subject was particularly interesting and instructive to me as a student because I have an interest in the hospitality business. I'm going to highlight the most important things I learned from this research in this learning journal.
Excellent skills in providing service to guests come in first place among the essential qualifications needed to work at the front counter of a hotel. Since the front desk personnel is frequently the first point of interaction that visitors have with the hotel, they are responsible for providing outstanding service while also being personable and easy to approach. This requires outstanding communication skills, including the capacity to listen carefully and respond to the requirements of guests in a manner that is both prompt and effective. (Chen & Chen 2010)
Strong organizational abilities are the second essential skill. The personnel at the front desk are responsible for a broad variety of tasks, some of which include verifying guests in and out, organizing appointments, processing payments, and responding to visitor questions and concerns. This requires exceptional organizational skills, including the capability to prioritize duties, effectively handle time, and maintain organization even when under pressure. (Kim et al 2010)
Paying close attention to the specifics is the third essential ability. The employee at the front desk needs to be extremely thorough in their work in order to guarantee that all the visitor information is accurate and up to date. This contains information such as the identities of the guests, their preferences for their rooms, and their financial information. (Bardi, J. 2010)
The ability to maintain productivity despite intense time constraints is the fourth essential skill. Work at the front counter can be difficult, especially during busy times when there are likely to be many visitors checking in and out of the hotel. This requires the ability to keep a level head under pressure, effectively handle conflicting demands, and keep an optimistic attitude even when faced with difficult circumstances. (Tewari, 2009)
The capacity for adaptation is the fifth essential skill. The personnel at the front counter needs to be able to adjust quickly to new situations, whether it be unanticipated requests from guests or a shift in the number of available rooms. This necessitates that you have a mentality that is open to change and the ability to think imaginatively in order to find answers to unforeseen problems. (Fallon, M. & Rutherford, D.,2010)
I have gained a general understanding that working at the front counter of a hotel requires a diversified set of skills, including exceptional customer service and strong organizational skills. It is important to have an optimistic approach, outstanding communication skills, and the ability to work collaboratively with other members of the team in order to be successful in this position.
One of the most important things I learned from this educational experience is the importance of problem-solving. Front-desk staff often resolve guest complaints and solve unexpected issues. I also realize how important it is to always act professionally. One of my biggest lessons. Since the front desk staff often gives guests their first impression of the hotel, they must always be professional in appearance and demeanor. This helps the hotel's image and guest happiness.
I will share one personal experience that I assisted with while doing a placement in this department of the front desk and which showed me again how important is to have excellent communication skills, to treat each customer in a polite manner, and to be patient in every situation. One day while I was in placement a customer checked in, went to his room, and came back to the front desk after 20 minutes saying that the shower in his room didn’t work properly, he wasn’t angry, but you could see his frustration with this situation. My colleague, the front desk officer on duty treated the situation with plenty of professionalism, and very calmly she politely offered him another room she apologized for the inconvenience and then I saw that the customer’s mood changed. This problem could have escalated if she didn’t handle the situation with calm, with politeness, and with a smile on her face. In the end, everything was fine.
In conclusion, working at the front desk of a hotel requires a diverse set of skills that are high in demand; however, with the appropriate training and demeanor, any individual is capable of excelling in this position. I cannot express how thrilled I am to keep expanding my knowledge and capabilities in the field of hospitality while also learning more about the hospitality business. 
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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?
 

	 
To ensure that the hotel is represented well to guests, I would focus on providing exceptional customer service. Greet guests warmly: As guests arrive, it's important to greet them with a warm smile and a friendly demeanor. This will set the tone for their stay and ensure that they feel welcome.

 
	 
Prepare for the day ahead: As a front desk associate, the first step would be to ensure that everything is ready for the day. This includes checking the schedule, confirming any reservations or requests, and preparing the necessary paperwork and supplies.
 
	
 I believe that this plan is the most effective because it prioritizes guest needs and focuses on providing exceptional customer service. 
	 
To ensure a quick resolution of this scenario in the future, I would recommend that the hotel establish a clear plan for when a manager is absent. This plan could include cross-training staff members on managerial duties, creating a detailed schedule of responsibilities, and establishing a clear chain of command. 

	 
 I would also maintain a professional appearance and follow hotel policies and procedures to ensure that guests feel confident in the hotel's operations.
As the face of the hotel, it's important to maintain a professional appearance at all times. This includes dressing appropriately and keeping a neat and tidy work area.
 
	
 To ensure that operations run smoothly throughout the shift, I would communicate effectively with other staff members and follow hotel policies and procedures.
	 
By maintaining a professional appearance, communicating effectively, and following hotel policies and procedures, I can ensure that the hotel is represented well and that operations run smoothly.
	
By having a contingency plan in place, the hotel can ensure that operations continue to run smoothly even when unexpected situations arise. 

	 
Throughout the day, guests may have various requests or issues that need to be addressed. As a front desk associate, it's essential to attend to these needs promptly and with a positive attitude.
	
 I would also prioritize guest needs and attend to them promptly to prevent any issues from escalating.
	 
	 

	 
  
	 
	 
	 

	 
 
 
	 
	 
	 






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 Systems (PMS) is a critical component of hotel operations.
A Property Management System (PMS) is a software tool used by hotels to manage daily operations such as reservations, check-ins, check-outs, billing, and room inventory. An effective PMS helps hotels operate efficiently by automating manual tasks, reducing errors, and streamlining processes. (Ayoun, B. 2007)
All Premier Inn hotels currently use Bart, a Ramesys-provided scheduling and invoicing system. They are a top provider of hotel and hotel company property administration and central scheduling systems. They offer comprehensive systems for hotels of all types, including PMS, EPoS, Sales and Dining, Finance, and Internet Bookings. (PADLET 2023)
The BART System also provides valuable data that enables Premier Inn to make informed decisions about its operations. The system generates reports that show occupancy rates, revenue per available room (RevPAR), and other key performance indicators (KPIs). This information helps the hotel to identify areas for improvement and to make adjustments to its operations accordingly. (PADLET 2023)

A good PMS system should be easy to use, efficient, and integrated with other hotel systems. Hotels should also ensure that their PMS is secure and complies with industry standards to protect guests' data. (Law et al 2014)
 
 
 

	 
Element 2 – Hotel Reputation
 

	 
 
Hotel reputation is a critical element of successful hotel operations. The reputation of a hotel is the collective perception of the hotel's brand, customer service, and overall guest experience. Guests' reviews and ratings on online platforms such as TripAdvisor, Google Reviews, and Booking.com heavily influence a hotel's reputation.
To maintain a positive reputation, hotels must prioritize guest satisfaction. They must provide high-quality amenities and services, ensure that the hotel is clean and well-maintained, and address any issues that arise promptly and professionally.
Hotels should also monitor their online reputation and respond promptly to guest feedback. They should encourage guests to leave reviews and ratings and use them to identify areas for improvement. (Chua, B. L., & Banerjee, S. 2013)
 
Hotel reputation is essential for Premier Inn's success. The hotel's reputation is a reflection of its brand, customer service, and overall guest experience. To maintain a positive reputation, Premier Inn must ensure that its guests are satisfied with their stay. This requires providing high-quality amenities and services, ensuring that the hotel is clean and well-maintained, and addressing any issues that arise promptly and professionally. (Kaila, H., & Alén-Savikko, A. 2019)
Premier Inn also relies on positive online reviews to maintain its reputation. The hotel encourages guests to leave reviews on popular travel review websites such as TripAdvisor, Google, and Booking.com. Positive reviews not only improve the hotel's reputation but also serve as a marketing tool to attract new guests. (Afshar et al 2020)
 
 
 
 

	 
Element 3 - Communication 
 

	 
 
 
Effective communication is crucial in hotel operations. Good communication ensures that tasks are completed efficiently and that guests receive the services they require. Communication is also essential in ensuring that staff members work together effectively.
Hotels should invest in communication tools that enable staff to communicate easily, such as radios, phones, and instant messaging apps. The staff should be trained to communicate effectively with guests and provide them with accurate and timely information. (O’Connor, P., & Frew, A. J. 2010)
Hotels should also provide clear and concise information to guests on their website, such as check-in and check-out times, hotel amenities, and directions to the hotel. Providing this information upfront helps guests plan their stay and reduces the number of questions they ask at the front desk. (O’Connor, P., & Frew, A. J. 2010)

Effective communication is crucial for Premier Inn's operations. The hotel must ensure that staff members are communicating effectively with each other, as well as with guests. Good communication ensures that tasks are completed efficiently, and that guests receive the services they require.
Premier Inn uses several communication channels to ensure effective communication. These include in-person communication, telephone, email, and instant messaging. Staff members are trained to communicate effectively with guests and to provide them with accurate and timely information. (Lukiceva, K., 2019)
 
 
 
 

	 
Element 4 - Staffing 
 

	 
 
Staffing is another critical element of hotel operations. Hotels must have enough staff to provide high-quality service to their guests. Staff members should be trained to handle various situations and provide excellent customer service. (Borucki, C. C., & Burke, M. J. 1999)
Hotels should also focus on employee engagement to ensure that staff members are motivated and committed to providing high-quality service. Employee engagement initiatives can include employee recognition programs, performance feedback, and opportunities for career development. (Adukaite, A., & Thanasuta, K. 2019)
Hotels should also prioritize safety and security and ensure that their staff members are trained to handle emergencies such as fires and medical emergencies.

The staff is the backbone of Premier Inn's operations. The hotel must ensure that it has enough staff members to provide high-quality service to its guests. The hotel also needs to ensure that its staff members are properly trained, motivated, and engaged.
Premier Inn has a comprehensive training program for its staff members. New employees receive extensive training on the hotel's policies, procedures, and operations. The hotel also provides ongoing training to ensure that staff members remain up to date on new technology, services, and processes. (Atherton, I., & Small, A. 2019)
The hotel also focuses on employee engagement to ensure that its staff members are motivated and committed to providing high-quality service. Premier Inn uses several engagement initiatives, including employee recognition programs, performance feedback, and opportunities for career development. (Atherton, I., & Small, A. 2019)
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