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[bookmark: _Hlk130474046]The front desk position is otherwise (an equivalent but not limited to) the professional role of receptionist, whose primary function to meet and greet guests in the manner efficient to extending guests due courtesy (Resources for Employers, 2023); and, maintaining etiquette(s) to behaving always professionally in keeping with utmost decorum are fundamental to this post.

Their role and responsibilities go far beyond the occupying station to that of a front desk representative, whilst at the guest’s first port of call to concerns raised, queries or questions to addressing complaints and/or assisting the guest’s grievance(s) as such, the front desk job is tasked to respond as appropriate to therefore resolving on any of the guest issues in timely and professional manner. 

In compilation to data analysis and research study of the front desk job description for the ‘HotelTech Report’ of the hotelier research agency, the writer is of the opinion about front desk representatives “…one of the most important jobs at any hotel” and further of the view to say they are the “face” of the hotel, (Hollander, 2022), as first person to welcoming guests to the hotel and the last to bid farewell as they leave, it is therefore incumbent on the front desk representative to set upon first and last impressions – rather, making any lasting impressions, therefor; accommodating the guest through temporary night’s stay and for the journey ahead,
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the key skills required for the role of front desk and responsibilities include hard & soft skills set as hereunder:

· Communication – single most important sometimes hard & soft skill, a primary research paper by the learned scholar finds, there are five communication skills dimensions: oral, written, listening, digital, non-verbal (Tankovik, 2022), each such dimension plays a significant role in conversing with others.  Whereas reaching levels of proficiency in English or in any other language does not necessarily mean you have grasped the art of communication or at very least able to communicate effectively – albeit, it is a practiced skill (Coursera, 2023), that is to say everything from your facial expression(s) to other body language and tone of voice are distinctive to improve one’s ability to being effective communicator.  That said, the charm of hotels as depicted by Premier Inn of my current hotel placement is mirrored by all staff how naturally charming I found them to communicating with others, which adds yet to another dimension given to tools to communicate, effectively
 
· Interpersonal – ability to interact well with both guests &  co-workers, etiquette(s) of good manners & social decorum, polite & respectful in attitude and able to demonstrate empathy with others, whilst efficiency in communication to building rapport with others whom you just met, so able to get well with everyone and anyone around you, individually or in social setting

· Customer Service – public facing role requires experienced in client- care and/or customer satisfaction to knowing how indeed customers wish to be treated is relatively important, whilst affording the customer respectful courtesy is paramount to winning over both new & existing customers, the same extended whether face-to-face, over the phone, email communication to chatbot messaging, skilled or experienced in in customer services is pre-requisite for the role
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· Organisational – highly organized, punctuality, prompt behaviour and excellent time-keeping skills are all essentially important disciplines for the role ahead – rather, an indispensable function to the front desk job; for example, a guest requiring the morning wake-up call at set time by doing so later than scheduled or forgotten to do so, the last thing you want to do is to cause the guest disappointment 
· Computer Literacy an integral function to front desk job and of high caliber of importance and competence is required to knowing your way around house computer systems or apparatus set up of PMS (Property Management System), such to managing guest services; or, whereas in the case of Premie Inn, as part of the front desk position requires you to undertake in-house training on their integrated PMS systems software capability: ‘BART Skills’ of the guest services interaction and function: ’Hotel Front Desk Management Software, which is becoming more user-friendly rather with Microsoft Windows (Korotov, 2023)   
· Analytical – possession of specialist skills set, the ability to investigate complex issues to making informed decisions to developing solutions to problems, wherein logical corollary to critical thinking and research by the same analysis is achieved in that


Conclusion 
The technical know-how therefore of all recorded and non-records of information to communicating GDPR and confidentiality laws, knowledge relating to all aspects of hotel operational & guests services to systems involvement to recording accidents, fire and emergency to CCTV monitoring of security apparatus to installation and staff & guest safety training includes first aider status to performing CPR on guests is the aptitude gained by attainment all of the above-mentioned skills set, shown.  
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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?


	Assuming all responsibility over my co-workers and guests alike, in addition to this exercising my influence throughout the entire hotel, whilst in so doing assertive of the authority given to a full responsibility having been placed upon me as above-mentioned



	Set about duties to all members of the team and co-workers concerned, hereto; the agreed convention to duties having been recorded as such aforementioned, so that everyone concerned knows exactly what’s required or expected of them within different departments
	By preparation to planning ahead and countervailing considerations to what works and what doesn’t work; and, whereby, the implementation to appropriate measures put in place for added security as indeed backup plan given room for such the contingency involving any outside impediment, or should anything fail.
	Assessment into possible risk factors threatening disruption to the day-to-day functioning of the business or breakdown in communication to identify the resource provisions to addressing those risks   

	Taking all of the necessary precautions and implement measures to foremost hold myself and staff accountable for the day’s tasks ahead.


	Without being intrusive, keep tabs on those members of the team concerned to ensure quality of services and that qualitative standards for guest services are met as appropriate
	Thus firmly in the knowledge how effective the plan is and whether or not it can work or not; and if, indeed, the same is productive enough to acknowledge whether or not the intended end result is attainable
	Ensure to have the right resources in place to respond to specific risks and threats or scenarios (and/or use of potential skills set of the team members available to minimise the extent of problem attainable)

	Schedule a quick albeit brief meeting with all co-workers and/or immediate team members, whilst taking charge of the situation to my new found lead role, therefor; 
it is for me to ascertain who is doing what job and where to locate them should the need arise  



	Assume full responsibility over my station and throughout the whole environment to know exactly what’s going on at all times given the recourse to provisions available as indeed use of CCTV monitoring and hold team members accountable for their role ahead 
	Timing the transition to intervening measures in place may be compared with others to test against speed and efficiency in service being able to deliver and execute the strategic plan between the current disposition to others to say which is the most effective of the two or others, therefor
	Developing the contingency plan to set pace whereupon procedures in place, therefor;
the compilation to resources shown to utilise at specific events occurring   

	In addition, keep in brief the authoritative detail to my lead convention to duties set upon me for the day ahead and record the same as scheduled
Record all minutes of the brief meeting, hereto; and, wherein the agreed convention to extra duties – if any, as having been agreed, type up the same to handout copies of the meeting minutes to members of the team to whom it concerns 



	Check off the schedule of tasks completed to avoid duplicity where, of course, tasks are to be delegated to another and to retain efficiency
	
	Copy the contingency plan to all stakeholders involved and to the indispensable members of the team concerned, so as to be informed and prepared ahead

	File copy of the minutes taken place and to email the same to the manager, forthwith


	
	
	Incorporate any feedback an update the contingency plan regularly to insuring upon its relevance, always 



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 of the hotel placement where I had spent time at getting to know the house computer systems or IT software namely ‘PMS’ above, as it is aforementioned the use of integrated systems software application to that of ‘BART Skills’ is to help the user or systems capability to navigate around the house system given to one singular screen or monitor, therefor;  Premier Inn subscribes to key individual IT capabilities hereunder for its house systems integration to (namely) the ‘Amadeus Hospitality Platform’ given to global use for all its national/international chain of hotels in the UK, European and Middle Eastern market(s) as users can access (1) CRS – Central Reservation System (2) PMS - Property Management System, which has better served and enhanced their guest experience and hospitality management services, since.  It is worthy to note, until recently hoteliers expressed difficulties they were experiencing not being able to know their guest to obscurities faced with use of several IT systems not able to meet their guest needs when searching for the choice of hotel room.  However, as lead marketer ‘Whitbread’ of Premier Inn’s parent company was first to adopt use of the ‘Amadeus Payment Solutions’ to streamlining the digital payments process (Redondo 2017); and, overcoming the above difficulty if to be able to get to know their guest and meet the guest’s imperative needs, Premier Inn has now rolled out Amadeus’’ combined systems aforementioned given to use of both CRM and PMS across all its properties, worldwide. 
Premier Inn’s has gone from complete disintegration to their house systems capability of no good consequence(s) to presently, the native modular-based capabilities offering  360° around the globe view of all its current 800+ properties.  The  Amadeus’ hospitality platform has use of its systems software application to ‘Bart Skills’ and intervention to providing a foundation to its current digital marketing transformation programme, which has resulted the key capabilities to its day-to-day function to benefit the hereunder:
i. Reservations
ii. Block Reservations
iii. Check In
iv. Check Out
v. Room Rates Manager
vi. Arrivals
vii. Departures
viii. Maintenance
ix. Cashiering
x. Central Support Hub
xi. Complaints Handing & Grievance Procedure
xii. Accidents & Emergency
xiii. Customer Relations
xiv. Help Management Services

This is the full scale of services involving Premier Inn’s guests & hotel given to current content arrangement to ‘BART Skills’ 


	
Element 2 – Hotel reputation


	A reputable brand chain of hotels, the Premier Inn has grown from strength to strength, reached far and wide to conquer worldwide markets, since its inception in 1987 what started as a traditionally British based, limited-service, budgeting hotel chain is now the largest in UK with further properties around the European continent and, more recently, in United Arab Emirates of Dubai and Doha of the Peninsula.
Much of its brand reputation is caused by often lead headlines after considerable impact on the world’s markets, that is to say: ‘…What makes Premier Inn World’s Strongest Hotel Chain’, which appeared on digital marketing and ecommerce website, namely: ‘Econsultancy’, which featured the article after Premier Inn scores 88.7 out of 100 listed on the Brand Strength Index – BSI, which was ranked the world’s strongest hotel chain by ‘Brand Finance’ given the brand value consultancy group pursuant to a new ranking  figures based on firm analysis to marketing investment, the value equity and business performance (Gilliand , 2017).  Whilst further corroborated by Premier Inn’s customer satisfaction ratings of 83% according to a consumer Watchdog reported on the annual UK hotels chain survey (Which?, 2016) beating all its closest rivals then, for the third year running. But what makes the brand Premier Inn so reputable to stand out from its competition?  Notwithstanding, the fact such headlines have continued to influence the financial market and fiscal studies into Premier Inn’s global reputation to market leader. 

The value for money and the 5-star luxurious bed to sleep in boasting of super-comfy mattress and pillows such that you are guaranteed to have a good night’s sleep or your money back.  Premier Inn may not boast of any luxury hotel, therefore, but the sleep de-luxe you do get as confident Premier Inn is to give you that Good Night Guarantee sleep or will give you your money back. It is this consistency with great headlines and positive reviews the hotel’s reputation is built.  Whilst in today’s technological era, the business reputation or brand name you worked so hard at building over many years may be shattered in a single instance given to some negative review(s) anyone can leave on review sites; or, whilst due to some unflattering, haphazard news feature having been written about your place of business gone viral to comments made on someone’s post, the same shared from leading online forums to ugly talk by bloggers, the incessant trail of destruction is never-ending hazard.  It is critically important to remain vigilant as ever and pro-actively monitor online presence about your business in protecting the brand name and the reputation fold of your business to maintaining this in positive role ahead of any negative reviews.  Consequently, the potential to make/break the business reputation with just the few clicks of a button to destroying one’s collateral worth in the marketplace; whereas, both good and bad is derived

	
Element 3 - Communication 


	
Hotel communication is vitally important to maintain and conversely crucial to know you have been able to convey your message properly and have been understood.  Whether in general communication with guests or work colleagues or in advertisements and marketing, there are different dimensions to communication as I endeavoured to show, which makes all the difference in succeeding what you set out to do, it follows:
Responding to email communication 
Promptly acting upon reviews











	
Element 4 - Staffing 


	
The Premier Inn’s Staffing Organisational Structure:-

(FOH) Front of House:
Hotel Manager – otherwise the area/regional manager, overseas all hotel with his/her 
jurisdiction to visiting the hotels to ensure all things in order 
General Manager – Responsible for all members of staff and hotel day-to-day business operations
Assistant Manager – supports the deputy general above in the execution of all duties & responsibilities, and covers the general manager’s post in the absence
Front Desk Agent – as aforementioned in component 1
Team Members – consisting of all lay members of staff from housekeepers, the hotel porter/maintenance

(BOH) In a separate chain of comma
Kitchen Manager – directly responsible for all kitchen staff and all aspects of the menu and otherwise more popularly known as Head Chef
Assistant Chef – or in layman’s breakfast chef to shared allocation of other duties at   lunch and dinner
Kitchen Porter/Dishwasher – Premier Inn does not employ any separate dishwasher, as such the kitchen porter’s duties are annexed to that of placing all items to wash into the automatic dishwashing machine
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