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                                               Student Learning Log

Student Learning Log: This concise reflection presents an overview of the ongoing placement at Premier Inn Croydon Hotel, highlighting vocational, self-development, and academic growth. Key aspects covered include task management, effective communication, proactive problem-solving, and the application of acquired knowledge.

Premier Inn's history dates to 1987 when it was established by the Whitbread Company. The hotel expanded through acquisitions, becoming Premier Travel Inn in 2004 and eventually evolving into the renowned Premier Inn in 2007 (Marketing, 2004).

During the placement, I have gained experience in various departments, including Reception, Restaurant, Housekeeping, Bar, and Kitchen. I have shown a genuine interest in understanding each department's intricacies and delivering exceptional customer service. Positive feedback from the Manager and team members has made me feel valued and integrated within the team. The learning agreement, developed in collaboration with the Hotel Manager, primarily focuses on Reception, Restaurant, and Front Office, with other departments to be explored progressively.

Self-reflection: The overall quality of the hotel is commendable. In my opinion, cleanliness, food, and customer service stand out as the most pivotal elements within a hotel setting. At Premier Inn East Croydon, I have found a remarkable adherence to these crucial aspects. The rooms, although not expansive, are maintained impeccably. While they lack extensive amenities such as wardrobes and large mirrors, they exude a simplistic charm. The bathrooms, albeit compact, feature a clean aesthetic with prominent mirrors, modest sinks, classic white baths, and white marble finishes. This minimalist design facilitates ease and efficiency in cleaning, contributing to the overall cleanliness and comfort of the rooms.
The provision of customer service at the reception area poses some difficulties for me to comprehend due to the overlapping responsibilities with the restaurant staff. In my opinion, this presents a significant inconvenience. In the subsequent paragraphs, I will further discuss this matter. Overall, the team at the reception delivers friendly and consistently helpful customer service.

From my observations, the kitchen maintains a high level of cleanliness, with the kitchen staff diligently adhering to established cleaning procedures. The refrigerators and freezers are well-organized and kept in a hygienic condition. The food preparation process takes place in a safe and clean environment, ensuring the quality and safety of the meals served.

The restaurant holds great significance as it marks the beginning of the customers' day. As John Gunther once said, "All happiness depends on a leisurely breakfast." I have found the buffet area to be clean, well-organized, and offering a satisfactory variety of food choices, including options suitable for vegans and individuals with food allergies. Considering the amount charged for breakfast, I perceive this convenience to be more advantageous for the customers rather than the hotel. The cost of breakfast is £10 per adult, while children under 16 years old enjoy complimentary breakfast (www.premierinn.com). Given the rapid growth experienced during adolescence, families with two 12-14-year-old children would pay £20 but consume the same amount of food as four regular adults. Hence, I believe that £10 per person for breakfast is a relatively small amount, and it may be insufficient for the hotel's revenue. Moreover, the issue of food waste should also be taken into consideration.

Aside from focusing on cleanliness and the generous buffet offerings, it is crucial, in my opinion, to emphasize how the rooms are cleaned and how the buffet is replenished. One of the major issues I encountered during my five-week placement pertained to understaffing. As a result, the existing hotel staff had to share responsibilities. For instance, the waitstaff serving in the restaurant during breakfast would also engage in activities such as removing bedding, collecting garbage, or checking on the housekeeping team in the customers' rooms. Subsequently, they would return to the restaurant to continue serving, thereby having direct contact with food and the kitchen. Furthermore, the same restaurant team would cover the reception area, managing tasks such as welcoming and checking in/out guests, assisting with luggage, and resolving various issues. In my view, this arrangement leaves neither department adequately covered. In the restaurant, the buffet can be left unattended while a waiter attends to room preparations, leading to unhappy customers who paid for breakfast but find the buffet empty. Similarly, the reception area can be left unattended due to restaurant team members fulfilling housekeeping duties, resulting in further customer dissatisfaction. 

During my observations, I noticed some changes during role transitions. Additionally, housekeeping staff members would enter the restaurant, particularly during the busiest breakfast period, to aid. However, they sometimes failed to change their uniforms and would proceed to handle tasks such as clearing plates from tables, entering the kitchen for buffet refilling, and meeting food after cleaning rooms, including bathrooms. This practice entails touching used linens and towels as well. Customers can clearly witness these occurrences, and some express frustration and anger, questioning how such situations can arise. The absence of measures for virus and bacteria prevention is a significant concern and can lead to the easy spread of infections. This, in my opinion, represents a notable drawback for Premier Inn Hotels.

I intend to address this issue with the Hotel Manager, with hopes of finding a resolution. Considering the circumstances, I propose several potential solutions. Firstly, hiring a dedicated daytime receptionist would ensure consistent coverage, considering that an evening receptionist is already in place. Although the hotel administration may find it more convenient, from a financial standpoint, to utilize the existing team without hiring additional personnel, a long-term perspective suggests that this approach may lead to a loss of customers as they perceive a lack of attention and service quality. Secondly, increasing the breakfast price from £10 to at least £13 would generate sufficient revenue to cover the cost of hiring a receptionist. This adjustment would also contribute to a heightened sense of commitment among the restaurant team members, who would benefit from implementing a structured system during breakfast service, which is currently lacking. For instance, designating specific individuals to exclusively oversee the buffet area would streamline operations. At present, everyone is responsible for all tasks.

In conclusion, I believe the Premier Inn East Croydon Hotel provides comfortable accommodations that are clean and dependable for its customers. However, the issue of overlapping responsibilities between departments and the associated challenges should be addressed to ensure customer satisfaction and enhance operational efficiency. By implementing the proposed solutions, such as increasing the breakfast price, hiring a daytime receptionist, and employing part-time housekeeping members with specialized duties, the hotel can work towards resolving these issues. Additionally, the establishment of a systematic approach during breakfast service would contribute to a smoother and more efficient operation.
In terms of academic development, the skills I aimed to enhance during my placement were self-management and development, task management, applying initiative in workplace problems, communication, and the application of knowledge. However, I encountered challenges related to staff shortages during certain shifts, where only one other colleague and I were responsible for covering all necessary tasks. Considering my status as a placement student with limited experience in the field, I found this situation unfair for both myself and my colleague.
Despite the circumstances, I refrained from complaining and instead exerted my best efforts on that day, as I had done throughout the duration of my placement. Taking the initiative to address the lack of a system in place, I proposed a solution to my colleague. I suggested that she oversee the buffet area while I managed the restaurant. Considering her age and well-being, I opted to take on more physical activity due to my youthfulness. This arrangement was met with approval from my colleague, the customers, and the kitchen chef.
Effective workplace communication is crucial (Makematic, 2019). I often encounter upset colleagues and recently approached one to address her concerns. She worried about managing breakfast service alone after my departure due to staff shortages. To assist her, I volunteered to vacuum before leaving. This small act significantly improved her mood and resolved the issue.

In conclusion, Premier Inn East Croydon Hotel provides a comfortable, clean, and reliable experience. However, merging departments and sharing responsibilities negatively impact customer satisfaction and employee morale. Clearly delineating roles and allocating staff appropriately would improve both aspects. Prioritizing communication and proactive problem-solving can lead to long-term success and a positive work environment.
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