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This essay will reflect my placement experience and journey at Premier Inn Kettering hotel.
Every hotel has different operational needs that cannot be satisfied by one-fits-all strategy making hotel administration operations challenging and requiring close collaborations between department and hotel administration relies on front desk management for reservations, guest check-ins and check-outs, information and services requests. Food and drink services operate restaurant, bars and room service. For effectiveness and customer satisfaction, back-office departments coordinate operations. By using revenue strategies, the finance department is maximising profitability and manages budgets. To manage reservations and promote the hotel, efficient sales and marketing techniques are vital for the marketing and sales department. To ensure guest satisfaction, guest services department prioritise meeting guest needs promptly. To maintain departmental service standards, human resources oversee hiring and training new hires. Maintenance and housekeeping prioritise cleaning, safety and facility care to meet visitors’ expectations. Business conferences and social events are precisely catered to by meetings and events planning departments (Horeca,2023).
Located in the picturesque Northamptonshire countryside, Premier Inn Kettering, owned by Whitbread is classed as a large hotel. The hotel has the following departments on site: front office, back office, food and beverages, housekeeping, and maintenance. I am also paid staff there and I am significantly involved with all departments as both paid staff member and student on placement (Premier Inn, 2023). 
Each department offered different challenges and learning opportunities. The front office required strong problem solving and interpersonal skills, whereas management focused on strategic decision-making. Housekeeping showed rigorous attention to detail, maintenance highlighted technical competence, and food and beverage required a combination of cooking skills and exceptional customer service, all of these in line with policies and procedures and laws applicable (Fallon and Rutherford, 2020). 
At the beginning of my initial placement in year 4 I felt excited yet slightly overwhelmed by the large amount of work that came with the job. But since then when I got a paid role as receptionist and being involved in all departments and finally got my placement in year 6, I’ve seen a big boost in my confidence, especially when it comes to business flow and technical skills (Duma, 2024).
Being a paid staff member has given me the opportunity to compare the experiences of paid staff with those of student placements from year 4 and year 6.
I believe that placement is essential and reflecting on my year 4, the initial placement provided me with an insight into the hospitality industry, which ultimately enabled me to secure a paid position at Premier Inn Kettering. Part of placement shadowing a supervisory position across all hotel departments available on site has offered me a unique opportunity to explore even further and understand the complex operations and high standards that are essential in the hospitality industry and how each department has its own challenges and requires specific skills and knowledge. 
Being in the front office I have observed how visitor interactions create the atmosphere of their stay. Doing check-ins, addressing enquiries, and resolving concerns highlighted the need for excellent communication and problem-solving abilities whilst in the back-office, I have observed how managerial decisions are created. I have recognised the importance of staffing, budgeting and overall hotel operations. Emphasis was placed on the significance of leadership, decision- making, and organisational skills (Vallen and Vallen, 2005). 
As an example, I have encountered a situation when a guest who arrived late in the evening was quite upset because his company’s card authorisation failed to process the payment for his room, leaving him worried because he did not have enough money on his personal cards to cover the costs for his stay. Understanding and empathising with the guest situation staff decided to let the guest check in without paying upfront and chase the payment the following day from the company. This gesture made a positive impact for the guest and showed how doing customer service with empathy may transform a possible issue into a chance for developing confidence between guests and hotel employees. I have further developed the knowledge on successful leadership, team collaboration and operational management 
In the housekeeping department I have repeatedly observed how frequently disregarded, yet essential this department is. I have increased my understanding of the demanding and strict cleanliness standards and the impact these have on guests’ satisfaction and operational efficiency. What caught my attention was the use of air freshener because I did not realise that there is a process to follow for this. Air freshener is to be used in washrooms, rooms and fabrics. Part of PPE concentrate and PPE in use safety glasses and gloves are not normally required but it is essential to rinse and dry hands after use. I have also learnt the 3 steps for this which are testing the colour before using, spray fabric or surface until damp and lastly on drying process the odour will be eliminated (Rughubalan, 2009).  
During my placement and paid employment, I witnessed numerous incidents that affected families and staff members on an emotional level but also other guests’ experiences, sales and brand reputations. 
Incidents involving fights between guests, police presence with search warrants for certain occupied rooms, guests requiring medical assistance due to mental health issues, incidents involving alcohol and narcotics, missing children, partner abuse, verbal and physical abuse towards staff members, and complaints regarding room cleanliness and interior design necessitated, empathy, effective communication, attention, problem-solving abilities, confidence and professionalism (Falcony Blog, 2023).
As part of paid employment all sensitive incidents require confidentiality therefore in this essay I will explore and reflect using Gibbs Reflective Cycle as a useful tool for this, on an incident that happen during placement weeks which involved a vulnerable guest with mental health difficulties, who was housed by the local council (Spendelow,2024). 
Upon check-in, the guest seemed to be in healthy state and the check-in went smoothly. 
A few hours later, as I was nearing the finish time of my placement shift, the guest entered the reception having fled from the restaurant premises undressed and visibly distressed. 
The staff promptly sought medical help and contacted the local authority to arrange accommodation for the guest at a facility able of providing appropriate treatment and support; however the ambulance arrived two hours later and in this time the guest lied on the floor in reception refusing to get up and staff were able to cover the guest with a bedsheet for dignity and the council lacked an emergency contact number for the weekend. In all this time staff also identified that the council was aware of the difficulties that the guest was facing but failed to notify the hotel of any potential issues that may arise (Tanji, 2013). 
Reflecting on the incident, this caused a lot of stress for other guests, which made their stay difficult. I remember how guests that were present in the reception area, restaurant or surrounding hotel premises have mentioned that witnessing such incident has caused feelings of anxiety.  
Staff members were also affected because they had to deal with the situation quickly and sensitively, which raised tension and disrupted normal operations. 
As part of brand image this incident can be seen as bad management, which could damage the hotel’s reputation, because if the other guests will believe the environment is not safe, they could choose not to return (Kostuch Media Ltd, 2024)
As a practical solution to this incident I would implement immediate solutions and training, including comprehensive mental health first aid training, de-escalation techniques, and emergency response procedures for all staff members from the beginning of their employment opposed to a later period after they become appointed, along with crisis management plan that can be used in such circumstances which will help them act appropriately and promptly. I will strengthen the collaborations with local services such as local authorities and mental health organisations to speed up the intervention and I will propose a pre-placement assessment to determine whether council guests are suitable for a hotel and what further support they might need (Hospitality, 2023). 

In conclusion based on my placement journey I will continue to develop and improve on communication and problem-solving abilities for all departments available in a hotel and restaurant setting and I will focus on improving my attention to detail and adhere to policies and procedures continuously. I will also continue to develop on a personal level and be continuously aware and work with empathy (Haag, 2013).
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