
                  Student Learning Log 

MANAGING GUEST SERVICE OPERATIONS 

PREMIER INN KETTERING HOTEL 


Student: Anca Mihaela Marian 
Student id: 2130340
Module: Managing Guest Service Operations – BMIH6003
Lecturer: Giulia Chifari



















AI ACKNOLEDGEMENT STATEMENT 



I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence. 













This reflective essay discusses the numerous learning experiences from my student placement at Premier Inn Kettering. 
Hotel operations include front desk, back-office operations, housekeeping, food and beverages services, maintenance, human resources, sales, marketing and finance. All these departments combined aim to deliver seamless experience for hotel guests (Augustine,2024).
Student placements offer learners the opportunity to combine academic knowledge with practical experience providing opportunities for professional but also personal development. 
Three years ago, I chose to embrace the challenge of becoming an adult student and decided to embark on an academic course for hospitality industry. My first year of studies presented the opportunity on student on placement at a hotel site which ultimately led to me securing employment and now at level 6 I am engaged in both paid work and student placement for Premier Inn Kettering Hotel (Hagg,2013). 
Thinking back on this challenge I can say that it is a hard but rewarding journey and I feel that Gibbs reflective cycle is a helpful tool for describing my experience as a student on placement at Premier Inn Kettering (The University of Edinburgh, 2024).
As paid staff member, I am actively engaged with all departments at the hotel. Additionally, being a student on placement part of front office department has given me the opportunity to further develop my skills in all these areas, especially in the front office where I enjoyed the most and felt at ease. 
The continuous development of my paid position combined with my placement at front office allowed to further develop and gain a wider knowledge about the complexities of hospitality operations and management which go beyond the simple act of providing hospitality. Reflecting on this I really enjoyed developing my skills with the Bedroom Genie, bed bugs process and ultimately having the opportunity to learn more about front office (Skills You Need, 2024).
Shadowing the deputy manager in her dual roles as part of front of house team and management, helped me to understand that the front office, back office and housekeeping department are linked. I learnt how to work with the Bedroom Genie which an application used by housekeeping teams in all United Kingdom hotels to schedule daily cleaning tasks, record completion of laundry record bookkeeping and understood that the housekeeping department is not limited to just cleaning the rooms but also involves a lot of planning and organising procedures (Fleming and Harrison, 2023).
I learnt how to do linen stock counts each week in line with policies and procedures correctly such as counting each item individually refraining from rounding figures from opened packs or estimating. This method ensures accurate stock level recording and reduces mistakes that may arise from estimations but also eliminates inconsistencies that may lead to overstocking or understocking and ultimately reduces the negative impact it may have on expenses and the effectiveness of operations (Jackson, 2024).
Having to dealt with bed bug cases I have understood how effective management of bed bug infestations in hotels necessitates vigilant inspection and prompt communication protocols. 
While housekeeping staff play a vital role to the early detection and management of bed bugs, the appointed person on shift is responsible for the input and management of bed bugs. Therefore, during my placement upon finding and reporting signs of bed bugs the appointed person had to guarantee the immediate implementation of control measures to reduce the spread and any other negative impact this may have. 
I learnt how a rapid reaction must by followed by an organised inspection plan of checks of at least 10% of rooms weekly and each room quarterly. Even if all rooms were recently inspected, such routine prioritises cleanliness standards and pest control (Rughubalan, 2024).
I also learnt how important it is to carefully record the results on Copilot’s bed bug spot check method to keep track. This method reduces the chance of major infestations and improves the health and comfort of hotel guests (Bailey, 2021).
Additionally, shadowing the deputy manager provided me with more knowledge into the digital platform CoPilot and the three types of tasks associated with.  Part of paid employment as front house team member I use CoPilot to record financial, valuables and safety tasks related to hotel and guests but during placement I further learnt that when digital platforms such as CoPilot are used for compliance management, jobs are broken down into three categories: common, multiple and unique and their purpose (Whitbread.co.uk, 2024).
I learnt that common task types are routine checks that the hotel performs most frequently, and these require minimal documentation unless discrepancies or faults are founded, and these tasks only need a simple confirmation of completion improving operational performance without overwhelming the managerial duties whereas multiple jobs require more additional documentation because they involve collecting data from different sources while requiring verification of implementation making them essential in multi-site operations where centralised monitoring is essential. 
Lastly, unique tasks record additional details above standard forms to meet site requirements and usually managers oversee these since they have the expertise to handle sensitive or complicated data professionally and responsibly. 
I understood and learnt that applying all these tasks in the online system allows the site to improve compliance management, reducing paperwork and ensuring accuracy and compliance with regulatory requirements and this method not only promotes effective management but also allows flexibility and adaptability within the business.  
During my placement one incident that I found to be quite sensitive was about a missing child who was believed to have some connection with one of the guests from the hotel booked in by the local council. 
During a night shift as part of paid staff at 4 am the police arrived on site enquiring about a missing teenager associated with the guest booked in by the council. Police asked to speak with the guest in question and returned to reception saying that everything is fine and the guest states that he has no connection with the missing teenager. They only showed a photo to me and my colleague and did not leave any information for further investigation but stated that if we saw and suspicious activity to inform them. I documented this in the Co-Pilot system and front and back-office shift notes describing the teenager from the photo (www.autohost.ai, 2024).
Next day I returned to the late shift for the placement. Around 9 pm I went to the other building to finalise some housekeeping tasks that we do on our site which supports the housekeeping department. As I exited the main building I observed a boy with the similar description beneath the guest’s window. I ask him about his well-being, and he responded to me affirmatively, but appeared agitated by my question. 
I felt anxious yet prepared to deal with the incident and I informed my colleague who was appointed person on shift to contact the police, however my colleague struggles to manage the situation so I assist to the best of my knowledge throughout the phone call. 
The police arrived immediately and took the teenager, and no further updates were made available to the hotel staff members dealing with the incident or hotel manager. 
Reflecting and analysing on the incident I understood the importance of employee training and readiness for emergencies. The incident also highlighted the need of establishing practices and the ability to maintain calm in high-pressure situations. 
The hotel also needs to make sure that all its employees know how to handle incidents and to regularly train and have an open communication policy can reduce panic and ensure smoother future incidents (Smith, Roels and King, 2015).
Considering practical solutions, I will implement increased training that will teach employees how to handle any emergency situations, I will set up clear ways for employees to communicate with one another inside the hotel to make sure that everyone is up-to-date and can act immediately in an emergency. I will also establish support systems for employees such as counselling or any other holistic therapy that can support their well-being. 
I will also clearly define roles and responsibilities during emergencies to ensure that all employees understand their duties and can respond effective (Skillshub.com, 2024).
In conclusion, the placement journey has helped me to develop and learn new skills that I will apply to my career in hospitality. 
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