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Hotel front desk staff also known as guest services employees are responsible for making sure each guest has a pleasant experience at the hotel (Doyle, 2020). To do this they require many skills. One of the key skills worth having is excellent communication skills, it can enhance a guest’s experience because it shows that you are listening to their needs, valuing their feedback and conveying clear and consistent messages (Moore & Smalley, 2015). Communication is done face to face, over the phone and via emails. During my experience at Premier Inn Burton Central, I was the first person a customer came face to face with when they came to check in. I had to greet the customers so being polite and respectful was very important. Guests usually make requests or ask questions on arrival so speaking to them clearly and honestly was also key.  

Another key skill to have is problem solving skills, oftentimes, prompt and courteous responses to a complaint can turn a potentially bad review into a good one, preserving a hotel’s valuable reputation (HCareers, 2021). When a customer is unhappy, they come down to reception to complain or raise an issue. Thinking on your feet and coming up with a solution helps to resolve any issues promptly without letting it get out of hand. Complaints usually result in negative feedbacks and loss of customers. 

The hotel front desk agent often has to play different roles: concierge, bellboy, reservation agent, housekeeper, and even bartender if necessary. Adaptability and versatility are key characteristics for this position (Carreirao, 2019). Multi-tasking skills and adaptability skills will make it easier for you to work more flexibly and smoothly. While at Premier Inn, when house-keeping staff had a busy day, reception staff always helped them strip rooms to make it easier for the housekeepers to carry out their jobs in a timely manner. It was the same for the housekeepers, if the restaurant was very busy then a couple of the house keepers went over to the restaurant to help out with cleaning. 

Time keeping skills are very essential in the front desk because falling behind can have an impact on all the jobs and this can result in failure to providing a good customer service. A survey carried out on tasks performance showed results from matching survey data collected from 212 employees and 41 supervisors and from task performance metrics collected several months later indicate that the curvilinear association between organisational citizenship behaviour and task performance is significantly moderated by employees’ time management skill (Rapp et al, 2013). It is important to be punctual, manager your times and complete tasks in a timely manner. 

At Premier Inn, they were short staffed on one of my shifts so everyone had to take on more tasks than usual which meant staff were under pressure and there was less time than usual to carry the jobs out. I noticed that one of the front of house staff created a list of tasks and allocated a time for each task to be carried out. It helped her plan the shift and reduce the pressure. Working under pressure is also a skill that is key to this role, planning helped over come the pressure. 

IT skills are required in the front of house because everything is now digital. The PMS system used by Premier Inn was BART. They used Excel to submit handovers so basic Microsoft skills are key to this role. Training is provided on the system but the core training is carried out on the Academy website of Whitbread, which also is a digital platform used to train their employees. Most hotels are now digitally operated and booking are made online therefore IT skills is a must have to be compatible in the front of house. 

A lot of these skills are transferrable skills which have been gained and developed over the years. These can be taken with you when you move from one role to another. Staff training helps improve these skills and gain more. While working at Premier Inn, I noticed no matter which role you work in, the skills set required is very similar to each other. Some require more hard skills but the basic skills required are still the same. 
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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?

	Make sure all staff have received their shift tasks for the day

	Communicate with all staff to make sure everyone is aware of the jobs that need to be carried out and are happy.
	Staff morale- Because if staff are happy with their duties, then you know it will be completed. 
	Create a desktop operation handbook for in case of an emergency or absences.

	Check guest list and requirements

	Create a checklist and ask supervisors to check all requirements have been fulfilled. 
	Second person carrying out checks will prevent missing any important requests the first time round. 
	Train another employee who can carry out the managerial duties

	Carry out health and safety checks

	Mandatory checks need to be carried out to ensure the safety of our staff and guests.
	Taking care of staff and guests is at the heart of our hotel value
	Two people should be trained to carry out health and safety checks 

	Look through hand over for any important notes including till and cash take ins. 

	Check the handover and remember to log everything important so that the next person on shift is aware of what needs to be done.
	It will prevent any mishaps from happening during customer check ins and check outs. 
	List all actions that need to completed if one member is absent. 

	Handle deliveries and check stocks

	Designate one of the staff members to check the inventory and scheduled deliveries
	If jobs are carried out in a timely manner, it won’t have a knock-on effect on the next person, it will reduce the pressure.
	Create a rule where staff have to give at least a 4 hours’ notice for sickness so that cover can be arranged



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)


	A hotel Property Management system provides staff with real-time access to guest data, room inventory, pricing, occupancy rates, and more, helping them make informed decisions for improved profitability and revenue management. (Hotel Tech Report, 2023). It is important to make sure the system you consider has the potential to be used from anywhere in the world. The most important functions includes front-desk operations, reservations, channel management, housekeeping, rate and occupancy management, and payment processing (Altexsoft, 2022) so when researching the correct system, make sure it is fit for purpose. All hotels operate differently there for some may require a basic system but others may need a more advanced system. Budget will also need to be taken in to consideration because the system will come at a price, the price can defer depending on the amount functions you will require and therefore you must have the correct finance. The other element to consider is staff, do they have the required skills to operate the system. Most hotel staff are increasingly younger and more tech-savvy- with a preference for mobile devices (Schaap, 2018), however, the older generation are not used to the advanced digital platform and may only know basics. In that case, it is essential to take in to consideration the cost and time to train the staff. You may even need to recruit someone who is more compatible to the role and therefore that will come as additional cost to the business. 


	Element 2 – Hotel Reputation


	Hotel Reputation reflects on the brand image, it can have a positive impact, which can help the business succeed and gain more business. However, a negative impact can hurt the business and cause it to go into a loss. A hotel’s reputation is composed of several key elements: location, personnel, gastronomy, and marketing (Yield Planet, 2018). The negative image can be created via negative feedbacks on review sites, word of mouth and incidents. It is important to have the correct skilled staff who can deal with the hotel’s reputation so when recruiting staff, you must consider the level of communication and problem- solving skills. First, they need to understand what the people are thinking of the hotel and the issues raised, and, then they need to make some practical moves to guard against a negative image (Whatman, 2021). A polite and professional response can quickly turn the negative feedbacks in to positive. Sometimes an apology is all that it takes. There are many different tools and technologies available for online reputation management, and the costs can vary widely (Customer Alliance, 2023). Before choosing the right tool and technology, you must consider the cost of the product and to operate. You must also check to see if it is fit for purpose, can it respond in real time, how it will manage the reputation and what impact it will have on the brand image. The wrong tool can cause further issues and have a negative impact on the business. 


	Element 3 - Communication 


	Communication is not just speaking face to face, it is also done via writing and other different channels. To ensure the communication is up to standard, the hotels must make sure they have correctly set up channels for communication (Guest Joy, 2022). These channels can be categorised as verbal, written and non-verbal. When communicating verbally it is important to have a positive tone and be professional, positive body language and eye contact is also a way of communicating. Written communication also needs to done professionally and the message needs to be clear and concise especially if it is for critical communications. When using digital communication channels, you need to make sure you have chosen the right platform to advertise. Non- verbal communications such as facial expressions and body stance is also a way of sending messages to another person. Because of this, it is very important to recruit the right person for communication, they should have excellent communication skills, both verbal, non- verbal and written. You will also need to consider how you will measure the effectiveness (Schell, 2017). If a message doesn’t give you the response you are expecting then it is a waste of time and money. On the hand if your channel of communication is having a negative impact then you must investigate further before the damage in unrepairable.  



	Element 4 - Staffing 


	When considering staffing in the hotel, it is very important to figure out how large the number of hotel staff is required to offer the guests a great experience (Heather, 2019). Depending on the type of hotel a budget hotel may consider 1 staff between 4 rooms because of the budget, where as a luxury hotel may consider 2 staff per room to ensure they can go over and beyond when providing customer service. The cost of recruitment and the wages will need to be taken in to consideration and this will depend on the budget and standard of the hotel. It is also key to find the right staff for the right job, therefore vetting must be carried out thoroughly to make sure staff with the correct skills are hired. One of the elements to consider is determining seasonal staffing traits (Tolan, 2023). During peak seasons such as school holidays, summer and Christmas, businesses are likely to be a lot busier therefore, you may require recruiting part time staff during those periods so that they can help relieve the pressure off the regular staff. Staff can impact the business both positively and negatively so it is crucial to pick the most suitable staff and provide essential training which will help them develop the skills and deliver great customer service. 
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