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[bookmark: _Int_9ZoKqyES][bookmark: _Int_VGKoz1Q9][bookmark: _Int_WOR25b5n]The front office at the premier inn was a busy place with many concerts and shows happening its was busy there was many people from different culture and religions were staying at the premier inn. I checked many people in on the busy days when there is an arrival of 150 people  making sure front house is clean and never to leave anyone just standing there the staff are trained to stay alert on what is going on around them there are self-check in machines situated at the front also which can be a problem as some days they can freeze on you. Staff must work very hard at the front as they are the first people the guests see or speak to, and self-presentation must be on point, some guests can have many further errors. It is good for staff at the front to know about the local amenities and places to see or eat at as guests tend to ask these questions and if working at the front and you do not know directions to the local services can be problem for the company and its guests. Most importantly staff must ask for I.d if they believe guests are young and do not have a guardian with them. If this is not done it could become child exploitation which could be complicated for the company. Guests are given key cards for their rooms at the check in desk once they have checked in, they can choose to store their luggage in the storeroom until they go up to their rooms some guests like to see the city life and take luggage in later this is a good thing to do as it gives the guests some sense of security that their luggage is in the right hands and safe to leave. Some people can become aggressive and rude due to mistakes made by the staff or even themselves matters like this should be sorted with managers so they can help with the problem many guests prefer to see a manager to complain if they are not happy with certain things while staying at the hotel I seen people complain of slight little noise and complain about boiler pipes making noises at 6am in the morning. There were guests who came in and complained about housekeeping walking into the room while I was vacant with him in there now these problems can occur due to system error or a glitch in the system showing guests have checked out when they really have not. This can be complicated for both the guests and check-in staff who are unaware of how or when it could have happened as there are shift changes so anyone could make an error in between of changing shifts. Computer errors can be common especially when there is a lot of usage of the system it is important for hotels to have new computer systems that do not need updating all the time due to how old they are, and hotels should have up to date payments machines which are contactless many people use contactless weather from the phone or their smart watches so you would expect hotels to have the same new systems that take payments contactless. Having old systems in check ins just makes it hard for the guests who must wait and for the staff who must work extra hard working with ancient computer systems which take time to load guest information this type of guest experience wouldn’t get much reviews as there is a lot of waiting around in check in especially when its busy guests must be seen to straight away no guest should be seen just standing and waiting around guest like to be seen to straight away and promptly mostly the ones who have travelled from far out or the ones in a rush for a business meeting. The first contact is what matters the most and if the contact and communication between the guest and front desk are good it is a good sign for the guest knowing they are safe and for the check in staff as they have good guests staying over, guests should be treated in which way you treat a guest in your own home it's just your giving public hospitality which is a must the best experience you give the guest is the image you leave in their minds when they leave if all is good many people will feel comfortable in coming back and staying there knowing they got given good guest experience. The check in staff have controll of all departments and must always communicate with them weather it is an enquiry for the chef or housekeeping the front house staff have many responsibilities from guests checking in to them checking out everything should go smoothly and as the guest expect it. From all the experience at the premier inn hospitality is just something I want to do I enjoyed putting everything to practice and feel it is something I want to do as a career as it brings me happiness in making guests feel welcomed and serving them it feels rewarding each time especially guests are leaving happy with their experience at the hotel. It can become challenging when you must deal with customers who are very angry about something it can become frustrating for the people who are arriving and for the staff who are trying to help it is always good to speak about guest problems away from other guests as other guests can hear about the unfortunate experience someone else has had. I also think hotels should have a colleague who is like a secretary and takes queries throughout the day from the calls the hotels receive it can become extremely hard for staff to take calls and deal with guests at the same time and can be rude also as guests at front desk should be seen to first. A good hotel with good deco and interior that follows with trends will make the hotel an amazing place to stay staying up with trends is a must in hospitality as guests expect everything that is in trend, and they expect it everywhere they go weather its shopping or cars or hotels they are staying at everything needs to be in trend. The first experience guests will talk about is the front house the deco and how they were treated when they first walked in all this can add up when it comes to giving feedback to the hotel the first impressions are the most important ones and will reflect in the experience the guest is having or had. I see many guests who walked in and all needed some type of help weather it was taxi details parking details or where the nearest place to eat will be there is in never a dull day at the front desk it is how u make it and how you make your guests feel when they see a smiling face happy they automatically start smiling someone could be having a bad day just a smile and a good chat could really make someone's day I felt the need to smile whenever I seen people walk in automatically you feel the need to give guests a good experience weather it’s a long stay or short stay they should feel safe and welcomed at all times. Checking people in digitally can be complicated as systems seem to be slow and can keep guests waiting for the best experience to be given in person.

