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Over the past few weeks, I've been working at Premier Inn London Rainham. This particular location has a diverse clientele, ranging from families with young children who are temporarily living in the hotel or just visiting also business people on trips to elderly couples or just people wanting to get away, it's located is situated in a remote kind of location but still has transport links to popular London areas (Premier Inn, 2023) there is also a nature reserve popular with bird watchers and a huge shopping centre it is surrounded by wilderness and has the country side relaxed atmosphere.


My first introduction to the front desk was when I walked into the reception in Rainham Premier inn  I was expected by management  but I was greeted by reception staff very pleasantly and shown where to go which gave me confidence and made me feel comfortable I then established my thought process and feelings to how I was greeted and thought others may feel the same so I took on board from then that friendliness and smiles when customers or visitors are approaching can help them to feel relaxed  that is a key skill to have the ability to create that atmosphere Customer service that is friendly involves treating consumers with empathy and going above and beyond to meet their needs (Zendesk, 2023).

Whilst I have been working at the premier inn at the front desk on my first day I was shown how to use the various platforms they use such as BART the booking and billing system used by all Premier inns (Rodriguez, 2023) it has been difficult trying to learn how to use a system so new to me also learning how to check guest in and out understanding how to allocate rooms depending on peoples preferences and needs this takes compassion and understanding as someone may require a accessibility room or other requirements so we must listen and take on board their needs and requirements it was confusing and frustrating trying to figure out how to allocate these things but the patience and calmness shown to me from my mentors helped me to be able to feel like I can ask questions and take my time make a mistake and just acknowledge and learn from it which leads me to another skill which is patience, this is a key skill not just for new trainees like myself trying to learn but for customers experience Hoteliers must build emotional relationships with their visitors in order to strengthen their brand positioning in the marketplace (Ciapponi, 2023) .

I first hand had an experience with customer which required calm, compassion and patience, a customer whom had a one night stay had been granted another night he was unaware he had to check in again so after he had left the room and tried to return his room key was not working he became agitated and abit angry once this was explained to him that the reason for this is because he was re check in and a new card must be issued as the old one had expired he then proceeded to calm down.

There was an elderly man who complained about not having classical music radio on his TV in which the response of the hotel front desk was to try and retune the TV and even offered to change rooms but the gentleman and his wife was happy with the room and was very thankful for the swift response the front desk had taken, in which this is a great quality and skill to have as employers value problem-solving abilities because they demonstrate a variety of other qualities such as logic, creativity, resilience, imagination, lateral thinking, and determination. It is a necessary talent for managers and other top positions (ICAEW, 2023).

To summarise some of the points I have raised some key skills for working at the front desk are compassion, understanding quick thinking and being polite also to be respectful and pleasant as ultimately the front desk is the key point of contact and often the very first points of contact for many visitors like explained in the beginning of this essay about my own personal experience we must be presented well show good hygiene also and show that the safety and experience of the customers stay the hotel is a priority.
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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?

	

	The first action I would take is ask the manager if there is anything important scheduled in the diary like meetings and so forth.
	Familiarise myself with Hotel Operations: Review the standard operating procedures (SOPs) 
	I have access to a range of knowledge and can swiftly compile information about a variety of issues.
	Encourage employee cross-training this will provide a wide skill set and a broader grasp of hotel operations. 

	I would then ask for a quick brief if needed so I am up to date with everything 
	Become acquainted with the hotel's everyday operations as a manager role. 
	This enables me to deliver accurate insights and make factual and driven judgements. Based on my wide knowledge
	During an emergency, team members will be able to jump in and fill different roles.
	

	The next action I would take is to notify the front desk personnel and other key team members of the manager's absence and that I am stepping in.

	I would then investigate understanding the duties and responsibilities of various staff members and departments, so I know how to assist them better.
	I have strong communication skills and effective communication which is essential for team management and dispute resolution. 


	When the manager is unavailable, having external contacts to call on can be useful people who can help guide and give an insight
	

	
Next, I would explain the expectations give a briefing and as this a temporary change not much would be changed as short notice changes may cause disruption and to let the staff know I am the point of contact if needed.


	Maintain open and clear contact with all staff members to communicate and coordinate
	I will create promotion of a positive and inclusive work environment. In addition, I can help with task coordination and delegation while keeping everyone informed.
	Clearly communicate duties and responsibilities: In the absence of the manager, ensure that all staff members are aware of their tasks and responsibilities.
	

	finally, I would take on board advice of anything that could have been done differently speak with the manager and inform them of any changes or how the day went and to see if they will be returning if not then I would have to do a more in-depth plan and call a team meeting.

	Team meetings or briefings should be held to discuss any key changes, exchange goals, and resolve any problems. Ascertain that everyone is aware of their jobs and responsibilities for the shift.
	I am capable of swiftly adapting to new conditions and learning from them.
	This involves clearly defining decision-making power, guest interactions, and other operational responsibilities
	



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 solid PMS should include a variety of fundamental functionalities. Reservation management, online booking, real-time availability notifications, and adjustable pricing methods are among them. The system should also aid front-desk operations by enabling visitor check-ins, check-outs, and accurate room assignment. Furthermore, functions for housekeeping and maintenance coordination, such as tracking room cleaning status and inventory management, are critical. Finally, accounting and reporting capabilities should be incorporated to provide precise financial tracking and meaningful performance metrics reports (AltexSoft 2023). PMS must interact smoothly with other hotel systems and platforms to optimise operations. Integration with point-of-sale systems allows for simple invoicing operations. At the same time, compatibility with channel managers and online travel agencies ensures that room availability and rates are distributed efficiently. Integration with revenue management systems aids in pricing optimisation and revenue maximisation while connecting with customer relationship management software allows for improved guest communication and personalisation (ORACLE, 2020). Because PMS handles sensitive guest information, data security is critical. The system should use strong security features, such as encrypted data storage, secure access controls, and adherence to industry requirements such as GDPR (Gov.UK, 2023). Protecting guest privacy and data fosters trust and helps the hotel retain a favourable reputation. Being able to have the knowledge to use these technologies are vital to the running of hotels especially being a front desk operative. Now more than ever data protection is also very important to clients and businesses.





Element 2 – Hotel reputation


	In the highly competitive hospitality sector, a hotel's reputation is critical to its success and sustainability. The perception, image, and position of a hotel in the minds of its guests, industry peers, and the public are all part of its reputation. The brand identity and image of a hotel play an important role in its reputation. A well-defined brand that resonates with the interests and values of the target market generates a distinct identity that separates a hotel from its competitors (Team, 2023). Logo design, website aesthetics, marketing materials, and advertising campaigns are all examples of effective branding. Consistency in message, aesthetic aspects, and guest experiences contributes to a positive brand image, which improves the hotel's reputation and fosters customer loyalty (Mieremet, 2020). A hotel's internet presence has a huge impact on its reputation in the digital era. Online travel firms, review sites, and social media platforms allow guests to express their experiences and thoughts. Hotel management must actively monitor and respond to online reviews in a timely and professional manner. Positive feedback should be acknowledged and appreciated, while negative feedback should be handled with understanding and a willingness to work out problems (Tas, 2021). Engaging with guests online displays a hotel's devotion to improve its offerings and commitment to client pleasure.





	
Element 3 - Communication 


	Communication is critical to the efficient operation and success of any organisation, including the hotel business. Effective communication within hotel operations guarantees departmental cooperation, increases client satisfaction, and fosters a positive work environment. The exchange of information and messages within the hotel's organisational structure is referred to as internal communication. It includes exchanges among employees, departments, and management (Coursera, 2022). As mentioned in my action plan, communication should be precise to eliminate ambiguity and misconceptions. Information about duties, timetables, guest preferences, and operational changes must be communicated effectively to ensure that personnel understand their roles and responsibilities. But also, for guest communication is just as important Good communication skills in the hospitality sector are crucial in any customer-facing profession, but they are especially important in the tourist industry.
For all, the success of a company in this industry is frequently dependent on its ability to give exceptional customer service. Hospitality staff must be able to interact successfully with guests from all over the world, understand their needs, and give them with the necessary information and help. Because guests are often unfamiliar with the place they are visiting, tourism experts must be able to provide clear and succinct directions (Les Roches, 2022). Overall To attract potential customers, hotels must advertise their unique selling qualities, special offers, and promotions. Using multiple channels, such as social media, websites, and advertising platforms, allows for effective communication of the hotel's value proposition and ensures a market competitive advantage.





	
Element 4 - Staffing 


	Staffing is a critical component of hotel operations since it directly affects service quality, guest satisfaction, and the overall performance of the facility. Effective staffing includes careful consideration of several essential components to guarantee that the correct people are recruited and trained, also managed efficiently. Strategic workforce planning, which involves anticipating labour needs based on projected business demands, is the first step in effective staffing. To calculate the required number of personnel across various departments, hoteliers should analyse historical data, occupancy rates, and seasonal trends (MRK Associates, 2023). Hotels can avoid understaffing or overstaffing issues, optimise labour costs, and maintain service standards by aligning personnel numbers with demand. Hotel staff, like any other business, From part-time front desk personnel, laundry room attendants, and porters to the higher echelons of the management structure, every employee has a role in the continuous and everlasting functioning of a hotel. Employees generate capital by ensuring the possibility of continuous business this makes staff valuable. Each department or facet of a hotel, like any other business, relies on numerous others to complete its work a happy work force and a diverse one can create a great work atmosphere. A breakdown in any of these areas will disrupts the flow of operations and generates a ripple effect that limits the organisation's capacity to optimise its company (Gish, 2023). Which can create problems and destroy reputation and future business, choosing the right staff is vital for growth each employee has sets of skills hard and soft its about finding what is right for the future of the company.
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