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[bookmark: _Toc159084358]Introduction: 
Premier Inn hotel is one of the UK’s largest budgets hotel chains by Whitbread company. Low prices and a high product consistency is its main feature (The Estates Gazette, 2007). I am doing my placement at Premier Inn Central, Gravesend. Therefore, to write my student journal, I am using Gibbs’ reflective cycle (The University of Edinburgh, 2024). 
[bookmark: _Toc159084359]Overview of the hotel's guest service operation:

Guest services in the hotel industries are the services, amenities, and help, which is the first point of contact for the guests (Collins, 2024). It includes Greeting and welcoming guests, resolving guests’ queries, concerns and complains. Therefore, providing them all the information about the business’ offerings, services, and amenities. During a stay in the hotel guest experience is a complex and cognitive response to hospitality service (Pizam & Taylor, 1999). Hotel companies uses various incitements/source to provide unique and unforgettable memories through the creation of pleasurable experiences. For example, Premier Inn specifically focus on guest’ good night sleep, they have money back guarantee for this scheme and it is called Good Night Guarantee (Premier Inn, 2024). Moreover, Premier Inn Central has a range of amenities and facilities, such as hairdryers, towels and linens, toiletries, and other housekeeping items, therefore, they also have in room technology solution such as Tv, Wireless Internet, USB charger ports, and keyless entry systems to satisfy the guests (Premier Inn, 2024).
I consider doing my placement in Premier Inn, I will learn how to exceed the guest expectation and make them feel special and happy throughout their stay in the hotel by giving them extra ordinary guest services. Moreover, I will become an professional in communicate with other, how to build a great team, managing the tasks, personal skills, guest services and operational competency. 
[bookmark: _Toc159084360]Section 1: Reflection on Experience and Personal Development:

Success of the tourism industry depends on two key factors of high-quality service and customer satisfaction (Steven, Knutson & Patton, 1995). Salomon (1994) predicted that if hospitality business does not understand and meet the guests’ service standards, then they will not last for long. Thus, In Premier Inn we give attention to our guests’ every little needs to give them an impressive guest service. Such things can be any extra towel, consumers, make their room, linen change and many more. One day, while I was working in the reception a guest came down to ask for another chair in her room, to give her a chair, I need to check in the operating system if there is an empty or non-useable room that I can take the chair, unfortunately there was not any available. Hence, to go beyond the bar and give guest’ an expected service, I took out the chair form the maintenance room and gave it to the guest. Consequently, she was very delightful for the service. 
Wi-Fi is one of the most useful hotel amenities that large number of guests value hotels that offer up-to-date technology and, which has direct influences on the hotel guests’ overall satisfaction, purchase behaviour and intention to repurchase. Consequently, such technological amenities present an opportunity for hoteliers as an additional revenue source (Bilgihan, et al. 2016). While I was working in the reception, another day, a guest wanted to buy ultimate Wi-Fi package, but because of the new system there was an issue adding a Wi-Fi package to her profile and I was unable to take the money. Hence, I rang the manager of the site and ask her what to do? Then she told me to get the ultimate Wi-Fi code out from the system and give her the code to use as a complementary. As result, guest became happy and delightful. By continuous evaluating and improving guests’ experiences hotelier can exceed guest expectation and can give excellent service to them.

[bookmark: _Toc159084361]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge: 

Work-based skills and technical knowledge is very important for managing hotel guest services. Communication, teamwork, task management skills, problem-solving skills, personal skills and many more skills can be gained by work placement (Grooters and Zaal, 2024). While working in the Premier Inn as a placement student, I could observers and participate in guest service operations. Provide an excellent guest services and guests’ satisfaction, understanding and analysing reviews and feedback. According to Baek & Ok, (2020) and Xiang, et al. (2015) reviews and feedbacks’ are very important for excellent guest services. Analyse the data of guests’ feedback and review from the online platform and take necessary action for any negative feedback or review. Using Broadmoor HEART service recovery model to solve this (Solomon, 2018), by following the steps of service recovery model, after seeing this feedback, I immediately replied to the feedback and apologies  and took necessary step for any inconvenience that happened during guests’ stay. 
During my placement, I also have learnt how to approach guest professionally and friendly to give them their needs, handle any issues or complaint that arise with empathy and willingly resolve the situation.
Moreover, this learning experience improved my communication skills and confidence which is very essential in the hotel industry for serving the guest service operations. 
[bookmark: _Toc159084362]Section 3: Reflection on Organisational Issues 
Staff turnover is one of the major issues in hospitality industry, studies showed that job dissatisfaction, poor quality supervision and poor employment conditions are major reasons. Another study showed that inadequate human resources support, age and job dissatisfaction related to pay, long hours, and boring work, sexual harassment, poor training, and the social stigma of working in hospitality (Poulston, 2008). Because of the staff shortage one day another site in Gillingham needs housekeeping, despite of a busy schedule we were willing to help them and send one of our housekeepers to Gillingham. Although, our member of staffs were not happy to go. To solve this matter then I had a group discussion and explained the situation, that one of their team members quit their job suddenly, they urgently need help in housekeeping. After explaining the issues one of our housekeepers willingly went to the other site. 
[bookmark: _Toc159084363]Section 4: Future Action Plan 

My future action plan is to fill my skill gaps between my study and work placement. Worked based learning is very crucial as the skills taught in studies does not always match the skills required by the employers (Baker, 2020). Therefore, enhancing my knowledge and experience I will do an advance language program, high tech computer programs and personal skills development programs.
[bookmark: _Toc159084364]Conclusion:

[bookmark: _Toc159084365]To fil the gap skill worked based knowledge has enormous benefits for a student. It is the chance for student to apply their theoretical knowledge into real life which can make them ready for their next steps or professional life.
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