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Premier Inn Trowbridge
Managing Guest Services Operations

 Premier Inn Trowbridge Hotel is significantly an accommodation service-providing hotel. The hugest income for the hotel comes from the accommodation of guests, which also involves serving them food and drinks. Providing accommodation services is a sensitive business requiring sensitivity and quality. Individuals often shop for places to stay online, where they meet beautiful breathtaking pictures of rooms which end up being terrible in person. Guest service operations involve providing customers with clean, efficient, safe and satisfactory environments. A guest booking hotel accommodation means that they trust the hotel to provide them with a satisfactory, safe environment. My placement at Premier Inn Trowbridge has provided insight into guest services operations management. The hotel operates a 24-hour check-in and front desk to ensure that customers are given immediate attention. The hotel is doing great in ratings online but still stands to improve guest service operations. 
The main goal for a hotel providing accommodation is to provide the guests with a pleasant experience. The goal of Premier Inn Trowbridge should be not just to meet the guests' expectations but to exceed them (Solomon, 2019). Great guest services operations management should encourage teamwork, uphold standard operating procedures and train staff (Rughubalan, 2009). The staff here seems to be working in low spirits which could be influenced by the overworking and long shifts. The right attitude when dealing with the guests is important for the staff (Clark & Shulver, 2012). The morale and spirit of the staff must be positive. Management should be encouraging the morale of the staff to encourage them to do more than just the bare minimum. The service provided to accommodation guests is not a short time like a dining experience, and it is bound to leave a lasting impression in their minds. 
Premier Inn Trowbridge has been getting a particularly negative review regarding the poor maintenance of the rooms. A number of reviews credited that the rooms were unmaintained, with some of them having mold and web (Tripadvisor, 2023). Another related complaint is that the halls were smelly. These reviews are alarming and discouraging. A hotel room should be clean and fresh. Sheets should be spotless, and the guest's experience should feel comfortable and at ease (Casado, 2012). Rooms that look old and unkempt indicate poor cleaning and maintenance. They are prone to harboring dust and pathogens that may make customers sick (Fallon &Rutherford, 2010). No one wants to sleep in a room where spiders’ webs are in the corner. Even taking a shower can be difficult as the room's appearance discourages the guest's confidence in how clean the water is. Therefore, guest service operations management is a sensitive aspect of hotel operations. 
Guest services operations management begins from the booking and check-in experience through the stay treatment until the guest leaves. Complaints like needing help to book a room indicate a lack of efficiency in guest services operations (Egan, 2021). Premier Inn Trowbridge needs an update of the online booking systems (Bardi, 2010). The booking system needs a 24-hour operator running management to prevent double bookings and clear up any misunderstandings. Preparing for successful guest services starts before the guests get to the hotel (Tewan, 2009). Premier Inn Trowbridge must reevaluate the standard operating procedures, update them and educate each staff member (Solomon, 2019). An example I have noted is that the staff members sometimes fail to wear their uniforms. It makes it challenging for guests to identify the staff, creating confusion. A simple thing like wearing a uniform can be significant. Being a guest, it can feel unsafe to open the door to someone wearing civilian clothing, claiming they are staff at your door. 
 Planning and organising the guest service operations ensures that set procedures are followed. It provides consistency and routines for the staff to follow. It promotes the training of staff to adhere to required standards, ensuring the provision of high-quality services (Solomon, 2019). There is a gap in training for the new staff here at Premier Inn Trowbridge. It took some time before I adequately mastered the menu offerings and the service expectations. I found myself having to call and ask management or someone else things the guests were asking me, which declined their confidence in me. Staff should have sufficient training and information to understand guests' concerns and solve their problems. Training staff can seem tiresome and repetitive, but it helps promote mastery. Once you read or say something repetitively over long durations, it is implanted in one's mind and becomes automated, requiring no reading or thinking (ASET, 2017). Staff should have the procedures, menu options, and all guest service aspects mastered so that they only refer to something if requiring clarification. 
Providing excellent guest service means being able to provide a great touchpoint for the guest. From their interaction through a site, an app, the phone and in person, the guest must have a great experience interacting with the hotel (Ahuja & Alavi, 2022). First impressions play a huge part for guests. It is important to be considerate of their time. One negative complaint against Premier Inn Trowbridge was that the guest spent hours calling to book a room (Tripadvisor, 2023). There is some ignorance among the staff in the hotel, with the staff hiding for another staff member to attend to the guest. This reflects a need for more professionalism. Management should effectively communicate each staff member's role to ensure that the guests have immediate access to someone if they need any assistance. The management of staff members plays a huge role in guest services operations' success.
The hotel also needs to up its customer relationship management. Customer relationship management is important in maintaining customer relationships and listening to their concerns. Factors like welcome notes and personalised menus are things that travelers today are looking for in places they stay. Interactions with the hotel on social media should reflect that the guests come first (Ahuja & Alavi, 2022). For instance, guests' negative reviews and complaints should be followed up with them, apologising and assuring them that the issues are resolved. Customer relations incentives like rewarding customer loyalty are increasingly becoming popular (Egan, 2021). There are numerous hotel options in the market, and consumers have vast arrays to pick from. Companies increasingly see the importance of retaining existing customers instead of blowing up budgets and trying to get new ones (Wood, 2012). Strategies like incentives, quality service and friendly prices encourage customer return. Customer relationship management is key to encouraging excellence in guest service operations. 
Guest service operations management is a key aspect of the hospitality industry. Guest service operations involve everything from the systems the guests use, the rooms they stay at, the food they consume and the staff service they receive. Before the guests get to the hotel, they look up reviews and rooms online. They come with an expectation that should not only be met but exceeded. From arrival, the experience with how the staff treat the guest shape their experience. Working in the service industry, it is emphasised that the 'customer is always right'. This is meant to encourage the staff to prioritise the client's preferences, needs, wants and demands. The client should be satisfied during their short stay at the hotel. Customer relationship management is also an important aspect of guest service operations. It ensures that customers' concerns are addressed in case of displeasure. It is also a good tool for encouraging customer satisfaction and return. Guest service operations management is an integral part of the hospitality industry requiring hotels to pay more attention to what works and what does not to adjust accordingly. 
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