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Stage 1- Experience
At the front office department, I was not given the chance to learn and do the training that enabled me to develop the skills to assist guests during check-in and check-out. It happened in the morning and at the hotel reception. My manager was present, and he check out, printed receipts, attended telephone calls, assisted with guest queries, etc and I was only looking at what the manager was doing. The outcome of the situation was to keep the guest happy stay at the hotel, this includes checking in and checking out guests. By not having the training on PMS ( Property Management Systems) systems I felt not part of a team, un-attached, and un-privilege also disappointed.
According to Panda, (2020) highlights Property Management Systems are essential tools for the hospitality industry. These include a reservation, customer care, administration of hotels and resorts, and offer challenges that management confronts to attain customer satisfaction. Moreover, the productivity and profitability of the establishment. Property management systems is a computerized software that operates the resort, restaurant, hotels, and casino, which includes integrated back and front office activities and applications to enable full control of the entire establishment. 
 It incorporates all value-chain parts within the established business network into one functional storage area. It is a significant component of the business oversight mechanism that assists the management in overseas the operational activities of the establishment. It collects a vital amount of information that management can use to improve tactical, strategic, and operational decisions. PMS includes Revenue Management, Inventory management, Customer Relationship Management, etc. 
When I was a placement I wanted to have the training in the front-office department on the job. This is where I would be trained on the hotel software and have experience of how to check-in and check out guests as you would deal with the guest in a real-life situation. By enabling this I would learn what is Front office and how to deal with guests. However, this did not happen.
Stage 2- Feeling
I was bored during the situation, confused and unfocused as the manager was rushing into doing things and was not telling me how things are done, etc. Before the situation, I was very much excited about doing a front office but then I felt demotivated, bored, unchallenged, and wanted to just leave the placement. To my knowledge, other people were thinking that I am enjoying the experience in the front office in reality I was not.  

Stage 3- Evaluation and Steps- Analysis
The manager who I was shadowing seems excited about the duties and responsibilities that he needed to be doing and was aware of. Through his body language and how he dealt with the situation he probably felt that he is enjoying dealing with the guests so he assumed and gave me the impression that I am also enjoying it too and by him working so quickly in dealing with guests at the front office and doing related duties gave an impression of himself that I am picking up what he is doing on this department. 
Once all guests were checked in, I did ask if I could have training on computer software so that I know how to deal with the guest next time and potentially I could check in next time.  I was told directly that I cannot check-in guests or deal with anything related to the guest as I am not a proper employee at Premier Inn as I am doing a placement, so I must see what other people do when dealing with the front office guest.  He also mentioned that he was so busy that he could do the training but had not decided when he was free. 
Stage 5- Conclusion
During my placement, I was not given a chance to deal with a guest at the front office which was very much disappointing as there was not much for me to think about and continue the placement. 
I am currently doing the online Premier Inn general training to gain knowledge, which is where I asked for help in dealing with training and was told that have you not learned what it there on the training and you are asking me to answer these questions. This also made me dishearten and discouraged to do either the training or the placement. 
Other people were feeling confident in doing this activity as they were aware of what needed to be done. During the situation, I was thinking to leave the shift and go home as it was a waste of time for me. I think about the situation now not continuing with the placement as there was not much to do and it de-motivated me overall during the placement. 
There was nothing good about the situation. The unpleasant situation was not explained properly as it was unprofessional practice. Nothing went well because of the behaviour of the manager. Things did not go well as there was not sufficient work, I was restricted in doing a task as I was not a proper employee and I had limited things I could access. 
Bansal, et al, (2014) describes a famous writer who said that dress and address e.g., the personal appearance and the way a person speaks.  Particularly in the hotel industry personal appearance is most important how you address it. This includes facial impression, eye contact, gesture, and posture knowledge that can help understand the situation. 
Additionally, to understand body language thoroughly there are three golden rules of the 3 C’s which are Cluster, Congruence, and Context. As for the front office, body language appearance should not be untidy, no casual dress, no long nails, overuse of makeup and odors should be avoided, lack of eye contact, and much more. These are knowledge and awareness that can help me understand the situation.
I did not learn anything from this situation. The situation could have been more positive for everyone involved if I had access to all facilities as an employee and I would get training on all things that the front office uses and explaining and shadowing to help me understand how the front office works and how to deal with guests in every situation.  I learned in general that Premier Inn guests are mainly business and leisure, and it is a budget hotel. My prior knowledge of dealing with front office guests is greeting, assisting with accommodation, answering calls, issuing keys, and processing payments.
I think the skills I need for this situation would be having confidence, listening and communication skills, interpersonal skills, etc. 
Stage 6- Action Plan
 if I had to do things again, I would train  ALL  staff even if they are on placement so that they have knowledge of the software and have someone with a trainee to learn the job on the go. I would sit with them to assist with the online training and help them if needed,  I would not discourage the staff and have the options for the trainee staff to learn the job where it is the busiest place rather than quiet. 
the required skills I could develop my leadership, communication, listening, enthusiastic 
I can make sure I act differently next time by checking the placement hotel details properly by making sure to read companies’ records, pre-visit the hotel to see the location, and speaking with the hotel manager. I would also check the level of stars in a hotel and how busy is the hotel. Because the larger the firm is the more is to learn about the job seems exciting and encouraging.
Overall, I felt demotivated, and unencouraged, and did not continue the placement.

















Reference 
Bansal, et al, (2014) Tourism & Hospitality Paper: 07, Front Office Operations & Management Module: 40, Body Language (Online) Available at: http://epgp.inflibnet.ac.in/epgpdata/uploads/epgp_content/S001827/P001829/M029347/ET/15247429047.40_Q1.pdf (Accessed on: 11 June 2022).
Panda, (2020) Property Management Systems in Hospitality Industry Research Paper (Online) Available at: https://ivypanda.com/essays/property-management-systems-hospitality-industry/ (Accessed on: 11 June 2022). 
Nimra Imran 2018843	Emily Williams 	 Managing Hotel Administration BMIH6004
