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Able to watch my co-workers and pick up on the essential abilities needed by a hotel front desk operator during my level 4 placement at Premier Inn. Premier Inn claims to supply excellent customer service (Whitbread, 2023), and I am grateful for the opportunity to see this dedication in action via my placement and next study. While working at Premier Inn, I was able to see and reflect on some important abilities.
The hotel front desk handles bookings, guest check-ins, and other administrative activities (Yasir et al., 2021). The front desk distributes room keys, greets guests, verifies reservations, registers guests, and resolves guest issues. Hotel receptionists are reliable for accommodating visitors and meeting their needs. The front desk must also answer phones, be polite, and supply excellent service.

Communication Skills: Front desk service depends on communication. Front desk operators must communicate well with guests and other departments (Zippia 2023). Clear communication helps identify visitor wants, resolve difficulties, and communicate hotel services and procedures.

Technical skills: The front desk needs basic computer, printer, copier, and mobile phone capabilities (Veleva, 2020). Technical abilities include word processing, desktop publishing, particular software, excel, product management, social media platforms, search engine optimisation, team management and scheduling tools, and basic programming and AI. These make the individual a more desirable employee or employer. These technological abilities can improve hotel and guest management data processing. Microsoft Office, distributing and sorting post-screening phone calls, scheduling meetings, and other IT skills are the basics.

Customer service focus: Premier Inn's front desk staff provided excellent customer service. They made guests feel welcome. They were courteous and helpful whether making food choices, addressing visitor preferences, or resolving concerns (Magnify school 2021).


Problem-solving skills-Front office management talents include problem-solving, brainstorming, and analysis. These abilities are essential in the hotel sector since they assist identify and resolve visitor complaints. Problem-solving abilities help front office management and other hotel staff keep guests pleased. Hoteliers need flexibility, positivity, and stress management to solve problems.
Premier Inn's front desk staff solved problems well. They dealt with last-minute reservation modifications, room allocation concerns, and special requests. They calmly and effectively found solutions, sometimes with other hotel departments, to satisfy guests and minimise disturbance.

Time management and scheduling-The ability to properly organise one's duties and activities in order to meet one's priorities and goals within a certain time frame is a crucial talent (Magalhaes and Marques, 2020). Using a daily planner, a routine, and time limits for duties, and ending any distractions, the front desk may efficiently develop efficient time management in the hotel. Project management, planning, management, customer service, responsibility, flexibility, attention to detail, connection development, and the ability to solve problems are some of the most significant abilities related to scheduling. Professionals in the hotel business may prove their efficiency by meeting guests' scheduling needs thanks to their adeptness with time management and scheduling tasks.

Organization and Multitasking: The front desk at Premier Inn was a busy place, so the employees who worked there had to be good at staying on top of a lot of different tasks at once. Impressed with how well they handled many jobs at once, such as guest check-ins and -outs, phone calls, and email queries. Their ability to prioritise and keep order while simultaneously catering to the demands of visitors allowed for a streamlined service delivery system.

Interpersonal skills: These abilities are necessary for any kind of professional achievement. Conflict management, empathy, teamwork, nonverbal and verbal communication, optimistic attitude, and listening ability are all examples of interpersonal skills. Positive and adaptable people who can listen, talk, and think through problems quickly and easily have excellent interpersonal skills (Anthonius, 2021). Front desk employees in hotels need strong interpersonal skills such as the ability to communicate and empathise with guests, as well as to negotiate, lead, be dependable, listen attentively, demonstrate emotional intelligence, display a positive attitude, and be honest and forthright. The front desk's ability to communicate and engage with guests and hotel staff members, as well as their capacity to forge strong ties inside the hotel and among staff members, are both bolstered by the front desk's continued possession of these talents.

Business management, communication, technical, and professional abilities are crucial employability skills (Weber et al., 2020). These talents show how an individual succeeds in the business, team, and customers. Thus, keeping these talents helps career success and work performance. Maintaining employable skills benefits the business and team. These qualities boost organisational success, profitability, and productivity. The research identified hotel front desk competencies. Technical, interpersonal, scheduling, foreign language, and problem-solving abilities were included in the research. These are soft and hard talents. I learned a lot about hotel front desk operators from my Premier Inn experience. I saw the necessity of good communication, customer service, problem-solving, organisation, attention to detail, technology, and cultural competency in front desk operations. Appreciate the experience and look forward to strengthening these talents.
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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?


	
As this is my first day at work, I will focus on the front desk description and go through the managerial tasks while gathering enough knowledge about the various rooms and services to help me get confidence. I feel that research is the most important component that may offer an individual with enough confidence while also helping in stress reduction. Make certain that all facilities are clean and in good operating condition.

	Conduct an analysis of the present status of operations and figure out whether any imminent tasks or priorities require immediate attention.
	The guests might feel understood and trusted if you treat them with a welcome approach. Because of these features, they might also encounter a kind and supportive workplace.
	Find suitable team members who could be able to temporarily fill in as managers in case of an absence.

	Maintain open lines of communication with other departments to make certain that all staffing needs are met and that none of the departments are overwhelmed during peak rush hours.


	Allocate duties and obligations to fellow team members following their competencies and accessibility.
	Effective handling of staff may also help hotels improve their brand image, which can help them get more favourable comments and reviews.
	Promote the practise of cross-training within the team to foster a varied range of competencies.

	
Providing the staff with effective training can also help improve their efficiency. As a result, I need to check the staff's abilities so that I can effectively instruct them.

	I will also request that the workers offer an update on their job, which will aid in delivering relevant information. As a result, such aspects will aid in providing the customer with effective services without delay.
	Providing employees or workers with aspects that support their interests and jobs that they are efficient at can aid in task efficiency. Therefore, it can also assist to increase good results since employees are motivated to finish their jobs and can have a beneficial influence.  
	Produce a comprehensive document that delineates the essential managerial duties, processes, and guidelines.

	Prioritising tasks can result in a simpler version of work that can be further simplified.


	Identify the tasks that hold the highest level of importance and urgency and establish a systematic plan of action in order of priority.
	The strategy guarantees that the most vital areas of hotel operations are given rapid attention by identifying and prioritising critical activities such as visitor check-ins, reservations, and responding guest queries.
	Improving employees' abilities and efficiency can aid in the organization's growth. As a result, the initial focus of improving employees' abilities can also serve to improve the efficiency of work and tasks. As a result, task cooperation may be noticed to be efficient, which can aid in smooth operation. As a result, I will deliver excellent training sessions to the personnel.

	
Check that everything is in order: rooms, printers, and jobs assigned.

	Maintaining open and transparent communication with team members during the shift.
	Encourages the resolution of problems and guarantees that any issues or obstacles are dealt with promptly, thereby reducing interruptions to the functioning of the system.
	Keep an up-to-date list of emergency contacts that contains pertinent phone numbers for important employees, including senior management, human resources, and outside support services.



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)


	To keep customers happy, businesses in the hospitality sector must juggle a large number of moving parts. Property management systems (PMS) are essential in the modern world because of their ability to streamline processes, increase productivity, and improve the quality of service provided to guests. To better manage the day-to-day operations of hotels and similar businesses, property management systems have been developed (Murphy, Pucciani, 2011).
It acts as the backbone of hotel operations, effectively connecting numerous departments and activities to provide efficient running and excellent guest service (Hollander 2023).
Reservations, front desk tasks, housekeeping, reports, invoices, and guest profiles are just some of the features included in a property management system (PMS). All of the hotel's operations may be handled without any extra effort or duplication of effort thanks to these streamlined features. By automating and centralising processes, PMS frees up hotel staff to concentrate on creating memorable, individualised stays for guests.
The ability to simplify the check-in and check-out procedure is a major benefit of a PMS. In only a few seconds, hotel employees may look up a guest's record, confirm their reservation, give them a room key, and take their payment using the PMS. This not only reduces wait times and improves the overall quality of the arrival and departure process, but also increases passenger happiness.
The availability, pricing, and stock of a hotel's rooms may all be viewed in real time with the help of a property management system (Exceed Global learning, 2023).
In hotels, PMSs promote efficient interaction between various sections. Departments including front desk, cleaning, and maintenance can better collaborate and exchange data thanks to centralised storage and shared modules.



	
Element 2 – Hotel reputation


	Hotel reputation may also be defined as a practise in the hotel business that allows them to influence and monitor the interests of clients via the use of websites and other elements. As a result, the notion of hotel reputation is primarily intended to emerge the consumer relationships with the hotel. Furthermore, the reputation of the hotels may be contributed to the hotel's brand image. A hotel's excellent brand image or reputation is likely to attract more clients, which can boost the rate of profits and revenue in the hotel (González-Rodrguez et al., 2019). The occupancy level and popularity of the hotel among customers and guests are strongly related to the hotel's favourable image or reputation. This also aids in the creation of future prospects that might lead to the hotel's growth and development. To maintain a good reputation in the hotel, it should assure the consumers of different elements such as respecting the customers and creating an atmosphere in which the customers may feel dependable to trust. The promise of safety and security to customers or visitors may also contribute to the hotel's interest and popularity, which is directly related to its reputation. According to the above data, hotel reputation is the most important factor in hotel operations since the hotel's reputation includes a large volume. It has been shown that around 68% of consumers are mostly impacted by the opinions or reviews posted on online websites and such, whilst approximately 53% of customers and visitors are primarily influenced by UGC, which primarily determines their purchase choice.







	
Element 3 - Communication 


	For hotels to run efficiently and successfully, staff members must be able to effectively communicate with one another and with guests. Coordinating efforts, fixing problems quickly, and creating unique, memorable experiences for visitors are all made possible by open lines of communication between all members of the staff and the guests themselves.
Facilitating honest and open dialogue between hotel employees creates an environment where everyone feels safe sharing their thoughts and opinions. Team meetings and feedback sessions can help encourage this (EsembleIQ, 2023).
Hotel staff rely more and more on electronic means of communication. This involves the use of property management software, messaging applications, and other digital channels to improve internal communication, cater to guests' needs, and handle inquiries as quickly as possible. To maximise the effectiveness of guest interactions, hotels should be well-versed in the use of modern communication tools (Petty, 2023).
In the hospitality sector, communicating with visitors is crucial. In order to provide visitors with warm, professional, and helpful service, front desk, concierge, and guest services staff members need to have strong interpersonal and communication skills.
The importance of giving visitors easy-to-understand details cannot be overstated. Personalization in service can only be achieved by attentively hearing and responding to guests' wants, requirements, and concerns. By listening carefully to guests, hotel personnel may better cater their interactions and services to individual tastes. Information regarding the hotel's facilities, guest rooms, restaurants, services, check-in and check-out times, and any other features or events should be included. Guests are more likely to have a positive experience when given relevant information in a comprehensible way (Scot-Halsell, Blum, Huffman, 2012).






	
Element 4 - Staffing 


	In the hospitality sector, "staffing" refers to the practise of overseeing the technique that aids in choosing, developing, assessing, finding, and supplying the personnel with adequate training that may contribute to a safe and productive workplace. Workers and staff are the most valuable assets of any company, but especially hotels (Davronov et al., 2019). So, the point of staffing is to provide people jobs with clear boundaries so they can learn what they're supposed to be doing. In addition, hotel personnel and their positions within the sector are typically presented in a hierarchical structure with distinct tiers. At the very top is the manager or management team responsible for overseeing the hotel's daily operations and ensuring everything runs well. Manpower planning is only one of the many roles that hotel staffing plays. When determining how many people will be needed for various tasks, hotels use manpower planning to make sure they have the right people in the right jobs. Among these is the requirement for specialised hotel services. The focus here is on the steps used to find and hire new staff. Understanding the personnel in terms of their abilities, talents, and skills is facilitated by the recruiting process. Therefore, employees are assigned to roles and divisions that best use their particular set of skills. In addition, it may be argued that personnel, both as a process and a component, is the single most crucial factor in ensuring hotels run smoothly.
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