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Introductory Page
A new team member was welcomed on board on the 3rd of October 2022. Gabriel’s Ivanof role is to be part of the Front office team. 
There are five main factors that can influence the clients to be satisfied with how the front office team has treated them, and these are their first and last impressions, the empathy that the personal has, how much the team smiles, how the team communicates with clients and between themselves and what can trigger their heartbeat. 
The purpose of the placement into a hotel is to ensure the students ill be exposed to what the jobs and roles in the front office team are, and by doing so to know what to expect, and learn what can go wrong. This is also an exercise to help students identify their strengths and weaknesses. 
Below is a table with a weekly record of the tasks and jobs done at the placement hotel, Premier Inn. 













	Week commencing 
	Tasks completed 

	3rd of October 2022
	· Cleaning of the rooms including: hovering, dusting of all surfaces, bed change and made.

	10th of October 2022
	· Cleaning of the rooms including: hovering, dusting of all surfaces, bed change and made.

	17th of October 2022
	· Cleaning of the rooms including: hovering, dusting of all surfaces, bed change and made.

	24th of October 2022
	· Cleaning of the rooms including: hovering, dusting of all surfaces, bed change and made.

	31st of October 2022
	· Serving at tables in the restaurant, ensuring all clients have all they need in the restaurant.
· Clearing the tables after clients left
· Hoovering and dusting the restaurant 
· Taking the dirty dishes in the kitchen and setting the dishwasher. Putting clean dishes back in place.

	7th of November 2022
	· Serving at tables in the restaurant, ensuring all clients have all they need in the restaurant.
· Clearing the tables after clients left
· Hoovering and dusting the restaurant 
·  Taking the dirty dishes in the kitchen and setting the dishwasher. Putting clean dishes back in place.

	14th of November 2022
	· Serving at tables in the restaurant, ensuring all clients have all they need in the restaurant.
· Clearing the tables after clients left
· Hoovering and dusting the restaurant 
· Taking the dirty dishes in the kitchen and setting the dishwasher. Putting clean dishes back in place.

	21st of November 2022
	



In my first weeks I have completed many cleaning jobs, and have mostly worked in the rooms. During my jobs that I had to complete, like making sure the guests find that the room is clean and arranged to the smallest detail, as these things can make a difference. During class I learned that the reservation agent is the one that has to ensure the gest will get the right room for their needs. However, when at the hotel, most people at Premier Inn travel with work, so their rooms are pre-booked, by their agents which ensures their needs are met. But sometimes people will turn up for a room and here is where the reception has to ensure they get the right room. During both class and practice I been advised to never assume what a guest would like, but to ask them directly “How can I help” or “What room would you like?”. Guests will have different preferences in what rooms they choose, and there is many things to consider when helping people book their room. The room has to be a match for their needs.
I have learned the importance of a management system being in place opposite to a manual front office operation kind of approach. Being in the hotel helped me understand the role better, as I was able to see on a daily basis what is required and what types of qualities I am required to develop. As learned during class you need to make sure you are opened, non-judgemental and respect the guests to get the same treatment in return. 
I also learned it is important to ensure good communication and make sure the guests feel welcomed when they arrive. My attitude and how I speak to them can decide whether they will come back or not. People will enjoy staying in a place where all stuff is chatty and always happy to help. Being present for the guest, not only by helping with the room or offering food at the restaurant, but also just being present when they talk to you, and actively listen to them.
Important to be considered is the training of the stuff on positive attitudes and helping development of the stuff. It is not only important to know what guests like but also what are the strengths of the stuff or the weaknesses in order to train them and work to help improve staff skills.
In the past weeks I have moved from the rooms, into the restaurant. Here I had a better opportunity to actually interact with the guests. Being around them while they were having their meals or drinks, but also give me a chance to speak to guests, and use some of my communication skills. 
Many cultures like the Spanish would put an accent on ensuring their culinary traditions come to light when you stay at their hotels. They would invest more in making their menus better and more sophisticated, but also in how they show that image they want to create on their websites and brochures. There is a saying that when the stomach is happy our soul is happy.
Food I believe is a main area to improve and develop in the hotel industry as well, as most people at the hotel would gather in the restaurant, eat and enjoy good food, and would also complement the food better then the cleanliness of the room. 
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