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[bookmark: _Toc137268609]Introduction 
This reflective journal will be devoted to discussing my training in providing excellent guest service at the Premier Inn at East Midland Airport. Throughout the placement, Kolb's Reflective Cycle will serve as a guide for my personal, professional, and intellectual development. I will also discuss the management of visitor complaints and propose potential solutions. I will show that I am capable of self-management, task management, initiative, communication, and the application of knowledge.



















[bookmark: _Toc137268610]Overall placement experience 
My training in providing excellent guest service at the Premier Inn in East Midland Airport was perfectly aligned with the goals I set for both my placement and my personal growth. Understanding my personal development, professional advancement, and academic progress was made easier by Kolb's Reflective Cycle (Idris et al., 2020).
[image: Reflective model according to Kolb]
Figure: Kolb's Reflective Cycle
Source: (Idris et al., 2020)
My ability to interact with others and communicate with them has significantly improved thanks to training in guest service. I learned the importance of showing hospitality to visitors by being attentive to them, speaking in a low voice, and maintaining eye contact with them. Enhancing my self-awareness and developing the ability to modify my method of communication in response to the needs of guests has allowed me to become more confident in my ability to provide excellent service to others.
My academic studies were directly applicable to my placement in the workforce. During my training to work in guest services, I was taught how to book rooms, do check-ins and check-outs, distribute keys, and make bookings for tables. These responsibilities educated me on the functioning of the hotel. This on-the-job training was beneficial to my work in the hotel industry.
In the context of my studies, the placement assisted me in applying theory to practice. Training in guest service helped me apply academic principles such as ensuring the satisfaction of customers, maintaining effective communication, and finding solutions to problems. I was able to bridge the gap between theory and practice by doing an analysis of my academic knowledge and consolidating it through the reflective observation and abstract conceptualization phases of Kolb's Reflective Cycle Reflective practice.
Even though the employment presented many learning opportunities, I am aware that certain "lost" opportunities could have contributed significantly more to my growth. I should have been more proactive in seeking out opportunities to learn from more seasoned hotel staff members in other departments. This would have been beneficial to my work as well as my skills in hotel operations. I might also have asked for comments from the supervisor or volunteered to shadow them to gain more knowledge about providing service to customers.
My time spent working at the Premier Inn in East Midland Airport was beneficial to my personal growth, professional development, and academic progress. During the training for providing guest services, Kolb's Reflecting Cycle was utilised (Farrell and Kennedy, 2019). This cycle includes concrete experience, reflecting observation, abstract conceptualization, and active experimentation. My self-awareness, occupational skills, and ability to apply theoretical knowledge all improved thanks to the activities involved in providing service to guests. Even though I may miss out on some opportunities, I am confident that this placement will lay the foundation for my future career in hospitality.











[bookmark: _Toc137268611]Management issue: Handling Guest Complaints 
At the Premier Inn, East Midland Airport, I observed a visitor complaint management issue. Some staff workers handled customer complaints improperly, worsening problems and upsetting customers. The hotel's reputation and visitors' experiences were impacted by this.
To address this problem, I propose a methodical complaint management methodology with relevant theories and practical considerations (ASET, 2017). All staff members should receive thorough training in handling complaints. Active listening, empathy, and problem-solving should all be included during this training. By adopting theories like the Service Recovery Paradox, staff can be encouraged to view customer complaints as opportunities to exceed expectations and boost guest happiness (Bardi, 2010). Consistency and effectiveness in managing guest complaints will be ensured via standardised complaint management procedures, including staff instructions for documenting and escalating complaints.
Technology enhances the handling of complaints (Casado, 2012). It would be easier for the hotel to handle problems quickly if it used online surveys or feedback forms to gather tourist feedback. Technology can be used to monitor and analyse complaint data, identify persistent issues, and implement preventative steps. At routine meetings, feedback from visitors and their issues can be discussed to enhance the complaint-handling procedure (Sudantari, Padmadewi and Dewi, 2019). During these sessions, staff members may discuss their experiences, best practices, and management guidance. Resolving complaints can also be aided by an effective company culture that encourages teamwork and happy customers. Employees can handle customer concerns more effectively and sympathetically when they are empowered and supported.
The management of visitor complaints can be addressed using realistic strategies and relevant theories. By offering thorough training, utilising technology, having frequent review meetings, and promoting a positive organisational culture, Premier Inn, East Midland Airport may enhance their complaint management procedure, customer satisfaction, loyalty, and reputation.




[bookmark: _Toc137268612]Development of skills 
At the Premier Inn, East Midland Airport, I actively developed and applied several crucial skill requirements, demonstrating my development and expertise in numerous fields.
Self-management and development: Throughout the placement, I oversaw my learning and development. I actively engaged in the training for guest service and looked for more learning opportunities. I routinely received supervisor comments and reflected on my performance, which helped me improve my guest service abilities (Sudantari, Padmadewi and Dewi, 2019). To achieve my goals, I also reviewed and made adjustments to my action plan and learning agreement.
Task management: Task management was necessary for the hurried Front Office division. I gave urgent and important tasks priority. I used calendars and checklists to prevent delays and mistakes. I showed flexibility by adjusting to changing circumstances and supporting teammates as required.
Applying initiative in workplace problems: Throughout the placement, I aggressively spotted and resolved workplace difficulties. I listened, empathised, and found solutions when visitors complained. I brainstormed and came up with answers with the help of my supervisors and co-workers (Ghaye, 2020). By taking responsibility for these problems and offering answers, I demonstrated my ability to think critically and act decisively in challenging circumstances.
Communication: Effective communication was essential to my placement. With visitors, co-workers, and superiors, I had clear communication. I paid attention to my visitors' desires and worries. To fit different personalities and circumstances, I also spoke softly and sympathetically. I also updated my superiors, supplied information, and posed inquiries.
Application of knowledge: Throughout the placement, I successfully applied my theoretical knowledge to real-world issues. I was able to exercise communication, problem-solving, and client pleasure thanks to guest service training. To address visitor issues, I employed theories like the Service Recovery Paradox (Casado, 2012). I frequently applied my knowledge to enhance the satisfaction and pleasure of my guests.

Figure: Skills
Source: Module
The Premier Inn, East Midland Airport, provided numerous opportunities to grow and use essential skills. My ability to improve and be competent was demonstrated by my task management, problem-solving in the workplace, effective communication, and knowledge application. These abilities enhanced my personal and professional development as well as front office guest service.









[bookmark: _Toc137268613]Conclusion
My time spent at the Premier Inn at East Midland Airport was extremely beneficial to my career development, as well as my personal growth and my academic progress. During my training in customer service, I went through each stage of Kolb's reflective cycle, beginning with concrete experience and progressing through reflective observation, abstract conceptualization, and active experimentation. After analysing a management issue that was connected to the processing of guest complaints, I proposed both practical and theoretical solutions. In addition to that, demonstrations were given of self-management, task management, initiative, communication, and the application of knowledge. I can't wait to put my previous internship experience to good use in the hospitality industry.
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