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The hotels front desk staff play an essential role in guest satisfaction, being the first persons seen by the guest when entering, that is why to be able to work in hotel’s front desk it is required for the individual to have certain key skills like : effective communication skills, IT skills, language skills, problem solving skills etc.. 
Jawabreh et al. (2022) notes that most of the communication between people takes place nonverbally, using gestures, body language and senses, that is why communication is crucial important in hospitality and customer services, because in this sector the employees are dealing with people.
According to Hai-yan and Baum (2006)  front office is an area of activity that varies greatly from hotel to hotel, which is why working and educational background along with transferable skills are vital in the hospitality sector. Previous working and educational experience that an employee has  can be very helpful to succeed in a front desk career, the transferable skills are used in the day to day challenges. 
Beside the hard skills, soft skills are also important as Chalupa and Chadt (2021) stated that soft skills are essential competencies within the hospitality industry because is a labour intensive sector and the ability to motivate a team, to solve a complaint, to manage client relationships or to be empathetic is very important. Considering the Artificial Intelligence it can greatly improve the hotel operations and maybe the overall efficiency, but keeping in mind that hotel’s guests are human I personally believe that soft skills are vital in this sector, it can be really different when having an issue and you go to the hotel’s reception and raise the matter  and speak to a human that looks you in the eyes and gives you the confidence that the matter will be solved, instead of having plenty of answers and options given by a robot. 
Based on employees skills and training, Nappa et al. (2023) states that attracting and retaining the right talent is especially important in tourism and hospitality industry, as the hospitality’s employees are participating also at the brand co-creation.
Another critically important skill is the foreign language skill which is very important in the hotel industry, especially when working at the front desk. Recent surveys indicate that just under two in three Britons are unable to hold a conversation in a language other than their mother tongue Shepperd (2021). Speaking at least one foreign language while working in the hospitality industry is more than important, and it gives confidence towards the future career within this sector.
IT skills is also one of the key skills required in order to work in hotel front desk, this skill allows employees to better understand the PMS used and ease the process of day to day routine in reception. 
Front desk in hospitality industry requires a set of hard and soft skills in order for the job to be completed efficiently, with professionalism and business manner. Interpersonal communication as you are interacting with a variety of people daily, written communication as dealing with emails and other business documents, active listening as a non-verbal communication, foreign language, attention to detail, scheduling, stress management, problem solving, customer service, flexibility, computer literacy are some of the skills required when wanting to work at front desk according to Front Desk Resume Skills: Definitions and Examples ( Indeed, 2023).
In conclusion, front desk receptionists perform many essential tasks in order to ensure the office runs smoothly. They have the responsibility to greet guests, to distribute and receive office correspondence, to manage booking, and in order, for the individual  to succeed in his career it is essential to have the required qualifications and the necessary key skills: communication skills, IT skills, customer service skills, foreign language skills and many others.
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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?


	
Refer to next line manager 

	Constantly communicating with other departments 
	Because I reach out for support 
	Identifying best support system in place

	
Reach out for support from other sites

	Keeping in touch with other team leaders form other departments ( housekeeping, kitchen, restaurant)
	Because I keep in touch with other team leaders form other departments to ensure everything is running smoothly
	

	
Access Premier Inn 24 hrs Support Platform

	Offering my help wherever is needed
	Because I am willing to help in other departments if they need it
	

	


	
	
	

	


	
	
	



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)


	
Premier Inn is the UK’s biggest and fastest growing company owned by Whitbread. In all UK Premier Inn sites, at reception is used Bart Software, a hospitality software and its key features are to allow receptionist to manage bookings, keep in touch with suppliers, create the shift rota for staff, create housekeeping sheets with the rooms in order to be cleaned, book tables at the restaurant for the guests, and many other features are available in this software.
Ostara Portal instead, it’s Whitbread’s web portal for managing repair and maintenance work on site. Ostara is used by anyone on site, for placing orders for maintenance. Ostara is available also via a mobile App for the contractors to record their visit on site. Ostara has a numerous set of features designed to make the management of repairs easy and transparent  such as: create reactive jobs, view outstanding and completed jobs, budget/spending tracking, asbestos/building documents, compliance records and others.
Via the Ostara Mobile App contractors  need  to scan a QR code before starting the job on site, if for any reason this is not available, the reception will generate one from the reception.
Premier Inn is also using Co Pilot as an online task management system, enabling front desk staff to complete the day to day tasks, in order to create a safe and secure business, save time and paper, and stay in touch with rest of staff in all Premier Inn sites around UK in the Co Pilot community.

	
Element 2 – Hotel reputation


	A company’s brand is an original design based on the company’s personality and identity and is carried out across all company’s premises. 
Premier Inn, like many other companies, is paying specific attention towards the brand, and its design. The colours used in our case are  yellow and purple, and the logo is “rest easy”. Marketing is also part of the process of making the hotel brand known, paying specific attention to marketing is crucial, and the company has to identify itself through logos, names and quality provided.
According to Foroudi (2019), brand value of hotels can act as an intangible asset which helps to attract travellers towards the particular place. The previous statement is showing that the potential consumer notices the advertisement and if that marketing strategy is different or it brings something new to the market, he/she may become a potential customer. 
Considering the hotel reputation from the inside the hotel it needs to be kept in all departments, starting from reception where the guest is greeted, continuing with housekeeping, when guest is entering the room and restaurant where guest is expecting a certain level of service like he saw in the advertisement material. 
To conclude, a hotel reputation needs to be kept at all times , inside the premises offering the promised service and quality, and outside through the marketing strategies and customer’s satisfaction reviews.





	
Element 3 - Communication 


	Effective communication is vital important in hospitality industry, because encounters members of the public on a daily basis. Whether working in a small coffee shop or in a large restaurant or hotel chain, communication plays an essential role.
Good communication skills are very important in all businesses, no matter the size. Communication can be verbal or non-verbal. Interacting with people on a daily  basis, customers, staff or suppliers means communicating.
The main role of  communication in hospitality industry is to promote inclusion, understanding and clarity. When dealing with people, it is vital to understand the individual’s needs. Effective communication in hospitality industry improves relationships between employers and employees, between staff and customers, promotes inclusivity and both guests and staff members are treated as individuals based on their needs, increases productivity and leads to increased sales , according to Petty (2023).
Premier Inn , the largest hotel chain in UK has thousands of employees and they need to keep in touch every day, between sites and between departments in the same hotel. Microsoft  Teams  is where they keep in touch and every all front desk staff and managers have the mobile app installed on their personal phone, so they can speak between them and ask for help if needed, and also for the meetings.





	
Element 4 - Staffing 


	Staffing is the process of hiring eligible candidates in to a company or organization. At Premier Inn staffing is done usually by the HR department or in some cases where the site is smaller and there is no such a department, interviews are taken by the deputy manager or the manager himself.
In the housekeeping department jobs are available only as a part-time, four hours a day, and the shift is starting 9:30 am and finishes 1:30 pm, as the check in starts from 3 pm.
Reception instead, has shifts of six hours, morning and evening and a long night shift of twelve hours. 
 Housekeeping shift set-up is an element part of the reception, as the receptionist will create the housekeeping sheets for all the team with the rooms departed and that needs to be cleaned. 
All staff must clock in before starting the shift and clock out at the end of it, on the system, as well as signing for the room key allocated. The clock in and out system is to keep record of the hours worked by employees. 
The reception team will always have a handover from the previous team with everything that happened on the previous shift and what is left to do. 
on the Work and Time Regulations sheet is stated how the breaks are being taken based on the hours of a shift, for a shift of six hours the employee is entitled to have at least twenty minutes break.
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