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My placement this term is based at the Premier Inn Hartlepool Marina where I am shadowing management throughout all aspects of Guest service operations. My chosen department is Housekeeping which consists of numerous roles in ensuring all 98 rooms on site are presentable and create a warming atmosphere for guests. I shadowed the head Housekeeper who completes room checks to ensure that rooms are cleaned and presented to adhere to company standards. This role involves thorough checking of the entire room and reporting back to housekeepers of any problems found. 

Prior to joining this placement i wanted to achieve numerous objectives mainly being improving my communication skills with new people, Hospitality managers spend as much as 80% of their day interpersonally communicating with others (Woods and King, 2010), as working in hotels involves a lot of communication between departments it was important for me to learn how to approach each department and what to do when any issues arise, i feel that i have achieved this during placement as i found myself relaying complaints to the appropriate team and also communicating with guests in an appropriate professional manner. Brownell (1992) suggested that interpersonal communication is a crucial skill for a successful leader. Further to this I wished to understand how the management side of housekeeping operated as during my first placement i worked alongside housekeeping but didn't fully understand the roles of management in housekeeping, as far as i was aware before placement i thought rooms were assigned to housekeepers then once serviced that’s finished. However I have recently learnt that a lot of the housekeeping roles rely on clear instruction from housekeeping managers and room checkers sign off rooms once serviced before guests are allowed to check in. there are also a lot of protocols which must be followed which are dictated by front of house staff where each room must have a shower curtain washed and changed every 3 nights and the same with mattress and pillow protectors, this to ensure the highest level of cleaning and hygiene. I found this eye opening with a lot of aspects that are not particularly obvious. 

I will be using Gibbs Reflective Model (Gibbs, 2013). Gibbs suggested six stages where you describe what happened, explain your thoughts and feelings, evaluate, analyse, conclude and create an action plan based on experiences (Cumbria University, 2020). 

During work placement it has been extremely helpful to work alongside management to link my online work over previous months of my learning and to link this to a practical approach within the hotel. Guest service operations involve both front of house and back of house (housekeeping and maintenance). These are vital components which must work together in order to create a positive experience for guests. It is essential for front desk staff to create the perfect first impression with a friendly attitude and greeting guests with respect. When working on reception I learnt about first impressions including greeting guests and how to speak to guests in order to remain professional all while creating a good impression for guests by being friendly and approachable. I’ve used a lot of my experience in customer service and working within the hospitality sector to know how to approach guests and create a positive experience through the use of body language, not crossing arms etc, and facial expressions, showing remorse and empathy for ant complaints and also friendly smiles when welcoming guests through the door. Different leadership models have been of use during my placement including Great Man Theory (Organ, 1996), while controversial i feel that there are some components of the theory which are true as some people are natural leaders, i find myself to be a natural with certain components of leadership however it is visible that certain management staff have a lack of natural leadership where it can be seen that shy people are more fluid with the rules therefore gain less respect from the workforce. 

I feel that working at the Premier Inn has allowed me to develop my skills on a more formal basis where my experience in food and beverage is generally more casual therefore I've gained further skills within the sector which has created more opportunity for me to work within multiple departments in a hotel. 

Hinkin (1994) suggested that transformational leadership impacts leadership effectiveness and subordinate satisfaction. This means that it can be more beneficial for both the company and the employees as employees feel that the management is firm but fair. 
On my first shift I was presented with a complaint from a regular customer who had found their spare pillows to be dirty. I responded to this using my training and common sense, as I was alone on reception at the time of the complaint, I apologised for this and assured the guest that we would immediately replace the pillows and ensure that it doesn't happen again. Upon discussion with my supervisor this was a common issue raised and he would raise the complaint to the hotel manager to be looked into and determine how and why the issue was happening. This would show a lack of leadership where once or twice could be a mistake however numerous times in a short amount of stays this happening seems to be an apparent oversight from room checkers and superiors. M. Tromp (2014) describes how often external issues can lead to a lack of leadership skills such as problems at home or mental health issues. It is essential that each manager is also managed by a position higher to ensure that everything is okay and that standards are being met, as a lack of leadership leads to subordinates not following protocol therefore guest satisfaction falls. This issue is solved within Premier Inn as now each hotel has a hotel manager as well as a regional manager who oversees the manager who controls a workforce of housekeepers and maintenance and front of house staff this new introduction means that there is an increased level of scrutinising leading to a better level of guest satisfaction. As the Premier Inn is a large chain, reputation is hugely important therefore issues such as these should be dealt with professionally and quickly to ensure the entire guest stay is not affected, i have found that often you are more judged on your response to the issue presented than the issue itself therefore reacting and resolving any issues is vastly important to ensure positive guest experience. 

While on placement I learnt a lot about the management within hospitality as there are numerous different roles related to hospitality, shadowing these roles has allowed me to gain a wider insight into the in’s and out of running a hotel, although these roles can vary based on the hotel and the companies policies. In the future I plan to utilise the methods of leadership I have seen with one manager having a more laid back approach with senior/ experienced staff meaning that staff feel trusted and therefore carry out a better job or task in order to retain trust. 

In conclusion, I found the work placement on Guest Service Management very beneficial due to being faced with genuine issues and using my previous learning both in class and on placement to resolve these issues allowing me to gain vital experience in working within the hospitality sector. I plan to use these experiences in the future with my own businesses and also when assisting in any issues at work. 
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