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[bookmark: _Toc150113616]Introduction
I am delighted to submit my progress report, which details significant accomplishments, insights gained, and progress made during my six-month work placement at Premier Inn. This experience endowed me with indispensable hands-on exposure and endowed me with a comprehensive understanding of hotel operations spanning multiple departments.
[bookmark: _Toc150113617]Overview
My work placement at Premier Inn, which lasted for six months, not only gave me invaluable, hands-on experience but also helped me enhance my functional competencies and prepare myself for leadership roles in the hospitality business. My expertise in hotel operations was more well-rounded as a result of my rotation across a variety of departments, such as the front office, housekeeping, food and beverage, and sales. 
As a result of working directly with department leaders on daily tasks, I gained insights into workflow management, inventory control, staff coordination, and service delivery across functions. My confidence and ability to think critically both improved as a result of the fact that I was able to put the theoretical knowledge I gained from my hotel management class into practise. Because of this experience, I was able to recognise some of my strengths, such as my capacity for customer service, communication, and adaptability, while also becoming aware of other areas in which I need to improve, such as my revenue management, digital marketing, and leadership abilities (Lashley, 2022).
[bookmark: _Toc150113618]Improving the Quality of Service 
Through everyday interaction with hotel guests, I was able to improve my skills in providing excellent service to guests, which was one of the most important learning outcomes. While working at the front desk, I got skilled at efficiently managing check-ins and check-outs, answering questions, providing local recommendations, arranging room service, and resolving billing concerns in a courteous manner. I was responsible for ensuring that guests enjoyed their meals while working in the Food and Beverage department, where I gained experience in making menu recommendations, taking orders, and providing proper table service etiquette.
My experience with guest complaints, service recovery, and addressing customer dissatisfaction taught me how crucial it is to maintain composure while empathising with the customer's situation and focusing on finding a solution to their problem (Koukpaki and Adams, 2020). I came to the realisation that it is more important to really work towards problem resolution and taking ownership of resolving issues than it is to prove that one is right. During the course of this placement, my passion to provide exceptional service to guests and my focus on their needs both expanded significantly (Li et al., 2013).
[bookmark: _Toc150113619]Taking Steps to Address Inconsistent Service 
Inconsistencies in terms of service standards among front-line staff members were one of the major challenges I observed. Some employees did not have a good understanding of Premier Inn's fundamental principles, which include quality, consistency, value, and friendliness. There were noticeable differences in the quality of service provided by front-desk agents and servers from shift to shift. After some reflection, I came to the conclusion that new hires were not receiving sufficient training on the brand promise. Additionally, it was necessary for department managers to reinforce service excellence by providing feedback and motivating their employees.
To solve this issue, I advocated incorporating roleplays on providing exceptional service while also include training content on Premier Inn's core values in the onboarding process for new employees. I proposed that department heads highlight service excellence examples at team huddles and recognise top achievers on a monthly basis for the workforce that is already in place (Xu et al., 2022). My recommendations concentrated on ingraining brand values throughout the whole employee lifecycle while also providing incentives for exceptional service.Enhancing the Productivity and Workflow of the Operations  
Helping department heads with their day-to-day responsibilities and audits provided valuable insights into enhancing the efficiency of their workers and the flow of their operations. I discovered that streamlining front office procedures facilitates speedier check-ins, and that cleaning rooms in a systematic, floor-by-floor manner improves the efficiency of housekeeping. Forecasting demand in the food and beverage industry in order to plan workers and kitchen preparation helped optimise the customer experience during peak hours. 
I realised the importance of careful planning, data analysis, and continuous process improvement. These factors can significantly impact productivity and profitability. My ability to think analytically, to solve problems, and to focus on the process has all been improved as a result of this. In addition to this, I became accustomed to presenting ideas supported by statistics for improving the operational efficiency of various operations.
[bookmark: _Toc150113620]Addressing High Staff Attrition Rates
A significant amount of frontline personnel turnover in essential sectors, such as cleaning, was one of the major organisational issues that I saw. After conducting an investigation, I came to the conclusion that a lack of desire, restricted career progression, and cumbersome shift rotations were elements that contributed to the issue. This resulted in insufficient staffing during peak seasons, with current employees having to work excessive hours to keep up with demand (Koukpaki and Adams, 2020). 
In order to increase people's levels of motivation, I suggested instituting quarterly prizes such as "Best Housekeeper." The implementation of training that spans departments may open up prospects for the growth of skills as well as the advancement of roles. It might be more convenient for employees' schedules if teams were allowed to trade shifts among themselves. During peak periods, hiring temporary contract workers and utilising hospitality companies that specialise in the industry could help ease the strain of understaffing. When developing my solutions, I concentrated on ways to improve employee engagement as well as flexibility, incentives, and workforce agility. 
[bookmark: _Toc150113621]Developing a Management Perspective
At Premier Inn, I was given the opportunity to develop my managerial viewpoint beyond the realm of frontline execution by participating in departmental problem-solving and operations. It was interesting to see how sales increases occupancy through corporate accounts, price, and marketing. Gaining an understanding of the strategy taken by the General Manager to long-term planning and decision making provides insights into strategic leadership (Lashley, 2022).
This comprehensive experience illuminated for me how the decisions made by management influence both the day-to-day operating of the business and the amount of happiness experienced by its customers. It helped me see the broad picture better and better prepared me for supervisory roles in which I will need to make judgements supported by data that will have an impact on a number of different stakeholders.
[bookmark: _Toc150113622]Key Observations and Learnings from the Position
This excellent internship helped develop my functional capabilities within the hospitality industry and gave me with important exposure to real-world situations (Hughes et al,, 2017). My time spent in a variety of departments allowed me to have a comprehensive understanding of hotel operations. I was able to evaluate both my areas of strength and my potential for growth in order to develop a strategic strategy for my professional advancement.
Having the opportunity to observe practises of exceptional customer service recovery helps me develop criteria that I can duplicate at other brands. This was a wonderful learning experience made possible by working with mentors who provided support and teams who performed well. I am looking forward to continually expanding my skill set and making a significant and meaningful contribution to the hospitality business.
[bookmark: _Toc150113623]Conclusion
This valuable apprenticeship at Premier Inn facilitated the acquisition of crucial practical knowledge in the field of hospitality and established a trajectory for my career advancement. I am appreciative of the teams and mentors who were exceptionally skilled and motivated me to provide superior service. With the acquired perspectives and abilities, I will be able to contribute significantly to any customer-facing position in the hospitality industry, which is my ideal field of work.
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