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[bookmark: _Toc182412309]Part 2: Reflective Journal
[bookmark: _Toc182412310]Introduction
Premier Inn is well known for its affordable pricing model but still guarantees excellent service and a comfortable and dependably warm welcome throughout its numerous outlets. During my placement, I was tasked with learning the operations within various guest service departments: Reception, Housekeeping, Meetings and Events and the Leisure Club. My goals were to improve my communication skills; to develop an insight into guest satisfaction; and to translate my technical literacy into support for Premier Inn’s success. My main objective was therefore to acquire pertinent skills to ensure effective learning with the expectations of the guests in a hospitality organization.
[bookmark: _Toc182412311]Reflection on Experience and Personal Development
For this reflection, I used Driscoll’s Model of Reflection (2007), which consists of three key questions: What? So What? and Now What? By using the model, I was able to make my experiences more transparent and think through possible further improvement.
[image: ]
Driscoll’s Model of Reflection (Salama and Abdelsalam, 2021)
What?
Problems that I encountered in each department were different, and this needs different skill sets to be applied. During my time at Reception, the first issue that I met was the guest who had a booking in another hotel, but he was in the wrong one and needed some time and several words to explain him this. I got involved in organizing room readiness within Housekeeping, I comprehended the role of teamwork and how a single thread can cause an issue. Organizational behavior can be evidenced in Meetings and Events where with regards to this assignment (Aaker and Moorman, 2023). I found that my supervisor was able to make decisions promptly whenever dealing with awkward requests from clients. Finally, in the Leisure Club I was required to keep the safety of the customers concerning safety while, at the same time, ensure that the customers are well welcome.
So What?
These experiences focused on key strengths needed in serving the guests appropriately. As in Reception, an appropriate use of language influenced a guest’s level of satisfaction significantly. In Housekeeping understanding how to manage everyone’s schedule to meet the guest need while also being flexible in the never-ending tight schedules helped me learn how to be a team player in producing quality and timely service. The fact that my supervisor can act very fast in Meetings and Events made me understand how important it is to meet guests’ demands as soon as possible. Finally, working at the Leisure Club, I realized the importance of friendliness with regards to security that also creates safe and satisfying experience for the guests.
Now What?
Thinking in this regard, it is necessary and desirable for me to advance my ability to be adaptive, to communicate efficiently, and to work in a team. As for my future personal development, I want to pay more attention to what is said to me and actively try to listen better, as well as manage the prioritizing under pressure factor I witnessed in my supervisors. I also acknowledge the need to be on the lookout for risk in all the guest interaction positions. All these ideas will help me in future when it will be necessary to work in the same environment, serving as the basis for skills development in guest services on the way to becoming a hospitality manager.
[bookmark: _Toc182412312]Critical Analysis of Work-Based Skills and Technical Knowledge
Placement revealed how mandatory business attributes, work skills and knowledge as well were important within guest service operations (Vives, Jacob and Payeras, 2018). At Reception level, it was crucial to possess technical knowledge in the booking system while broad familiarity with the surrounding points of interest was also critical to give the guests proper recommendations. The first thing I deduced is that individual attention is valued by the guests and that these little things make a lot of difference between a good stay, a satisfactory one.
Cooperation was one of the most crucial elements, most evidently depicted in the housekeeping department that guaranteed timely prepared rooms (Gido, Clements and Baker, 2018). Since this was the first time, I entered such a hurried environment, I first had difficulties finding the optimal mix of quality and speed. But what I learned from observing the most experienced team members: how to arrange the work schedule according to the arrival and departure of the guests. In Meetings and Events, I cultivated my organizational skills and realised how much they were needed to ensure that everything runs smoothly especially with last minute client demands.
In the Leisure Club it is important to follow all the health and safety regulations as the guests’ comfort is always a big concern in hospitality. It was helpful to see how the team dealt with customer relations while managing to keep a safety protocol in place as a reminder of how crucial it is to implement policies firmly yet politely. In all departments, these work-based skills and technical knowledge were essential to deliver Premier Inn’s service standards and to make the guests satisfied.
[bookmark: _Toc182412313]Reflection on Organizational Issues
In my case study, one scenario highlighted how proper management of guest service problems is critical during placement. I met a case in Reception in which a guest complained that the room was not cleaned. The guest appeared to be distressed and, therefore, changed the moods of the reception area as well as the delegation of authority to implement Premier Inn’s quality policies.
The guest complaint is always a test that calls for the professionalism of an attendant while ensuring the guest feels addressed. At first, I could avoid dealing with complaints, but then my supervisor encouraged me to listen to the customers and try to solve the problem. I had to order an immediate room checkup, and I gave the guest a free drink because of the inconvenience which the guest acknowledged. On this occasion, this indicated how apparently minor actions could affect a guest in a way to change a negative experience into one more acceptable in nature.
Overall, addressing such complaints is vital in today’s world to retain the credibility of the hotel and the trust of the customers. The best practice is supported by Herzberg’s Two-Factor Theory (1959) indicating that disappointing experiences should not be left unresolved (Fayol, 2016); in this case, sending a quick apology and offering compensation so that customers do not turn to detriment. At first, the complaint was more of a problem to work through because it brought to my attention the need to learn how to deal with such issues should they arise in the future with stronger problem-solving and conflicts skills.
[bookmark: _Toc182412314]Conclusion and Action Plan
Based on the place which I worked for as an employee of Premier Inn I identified some competencies essential for delivering excellent guest service. First, I witnessed the value of being adaptive and flexible since that addresses one of the basic mechanical needs. Flexibility, self-control and problem-solving skills are important when moving forward in the future and for surviving in the hospitality industry (Johnston, Clark & Shulver, 2012).
I also learned that communication played a crucial role in attending to the guests’ needs as well as within the organizational structure of the company. Through the Housekeeping job I found the need to be organized and meet deadlines and with the coming higher offices in management, it is crucial. Also, watching my supervisors, I was able to notice important leadership skills as to delegation and keeping motivation of employees.
In the future, I should develop my knowledge on conflict solving and complaints receiving. Further training in communication skills, which include customer relations skills will enable me rise to the challenge of managing guests expectations effectively. I also need to prepare for the future placement to learn more leadership competencies like team management as well as decision-making.
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