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[bookmark: _Toc137276758]Introduction 
I attended an online guest service training course while I was working my internship at the Premier Inn Wimbledon South London. The emphasis of the guest service training was on listening, speaking softly, helping, and smiling. I gained valuable experience working in the front office (reception) by learning how to reserve rooms, handle check-in and check-out procedures, issue room keys, reserve breakfast and dinner tables, handle card payments, reserve parking, handle extra pillow charges, and interact with staff and visitors.


[bookmark: _Toc137276759]Reflection on the overall experience 
The reflective technique that Gibbs developed me helps me examine my time working at Premier Inn as well as my personal growth as a result of that experience.
[image: Gibbs' Reflective Learning Cycle – HELEN MARTIN BLOG]
Figure: Gibbs reflective cycle 
Source: (Ma et al., 2019)
Description: During my internship at Premier Inn, I received training in online guest service through the company. My time spent working in the Front Office taught me how to book rooms, do check-ins and check-outs, process payments, and interact with both guests and staff (Mensah et al., 2020). I was interested in gaining knowledge in the areas of academics, self-improvement, and hospitality.
Feelings: Since the placement was a good fit for my career ambitions, I was excited about it. I wished to improve myself while contributing to the organisation. As I executed the various exercises from the programme, I had a sense of accomplishment. Nevertheless, the challenges that arose as well as the possibilities that were lost inspired introspection and a determination to perform better.
Evaluation: My time at Premier Inn assisted me in both achieving the goals of the placement and developing myself. The hospitality industry showed signs of professional development. I successfully implemented the methods, which included being nice and paying attention to what the guests had to say (Gad and El-latief, 2019). The happiness and interactions with the guests improved as a result.
To better myself, I asked for feedback from my supervisor and my co-workers. During my placement, I found that engaging in self-reflection was beneficial to both my personal and professional growth. On the other hand, failing to upsell additional guest services was a mistake. To secure work in the future, it is essential to demonstrate initiative and make contributions that go beyond the scope of the job. Within the context of my studies, I put hotel management theory into practice (Ma et al., 2019). Having a good understanding of customer satisfaction and being able to communicate effectively helped me handle concerns with guests more quickly. My ability to solve problems and think analytically was boosted by both theory and exercise.
Analysis: The internship provided me with valuable experience in areas such as customer service, self-management, task management, initiative, communication, and the application of knowledge. It enlightened me on the challenges and opportunities facing the hospitality sector. I was able to improve by first recognising both my strong and weak points.
Conclusion: My time at Premier Inn was essential in my development not only personally but also academically. Guest service qualities helped me reach my placement goals. This experience underlined how important it is to take an active role in future postings and to strive for continuous development. This internship equipped me with the information and abilities I needed to be successful in the hospitality industry.











[bookmark: _Toc137276760]Problem and solutions 
I observed a problem with management regarding the communication and teamwork of the personnel at Premier Inn. The organisation had trouble coordinating its efforts and working together when the number of guests using its services was at its highest. This had an impact on how satisfied guests were as well as operations. I propose a structure for both the communication and the cooperation processes. These components make up this framework:
Transparency in Communication: For any organisation to succeed, its communication channels must be transparent (QAA, 2018). This can be accomplished through regular team meetings, various online communication tools, and specialised communication boards or platforms. Sharing information, delegating tasks, and finding solutions to problems ought to be simplified thanks to these channels.
Clarity of roles and responsibilities: The roles and responsibilities of the staff must be precisely outlined (Johnston, Clark and Shulver, 2012). Employees are better able to comprehend their duties, which results in less uncertainty and friction when tasks and expectations are outlined. The establishment of clarity will result in an improvement in workflow.
Training and development: Seminars on topics like efficient communication and working together as a team can help employees strengthen their talents through training and development (Casado, 2012). Training might consist of active listening, conflict resolution, and working together as a team. The growth of employees encourages free communication as well as teamwork.
Recognition and Rewards: An incentive programme might encourage staff members to work together and interact with one another. A powerful way to motivate people is to acknowledge excellent cooperation and communication (Bardi, 2010). This can be accomplished through the use of bonuses, certifications, and activities that encourage teamwork.
Tuckman's Stages of Group Development can be used to assist explain the formation of teams as well as the progression of communication and teamwork. It is possible to enhance communication using models such as the Shannon-Weaver model and the Johari Window model (QAA, 2018). Through the implementation of these specific solutions, Premier Inn will be able to increase the communication and teamwork of its employees, while increasing coordination, efficiency, and the satisfaction of its guests.
[image: Bruce Tuckman Team Development Model | coachingcultureatwork.com]
Figure: Tuckman's Stages of Group Development
Source: (Bardi, 2010)












[bookmark: _Toc137276761]Skills development 
At Premier Inn, I received hospitality training and had opportunities to practise what I had learnt. My development in my skills is displayed below:
Self-management and development: I decided to take responsibility for my education. I asked for feedback from my managers as well as my co-worker so that I could enhance my skills (Ma et al., 2019). I actively sought out role-playing exercises during my training as well as additional assignments to increase my ability to provide excellent customer service.
Task management: I organised my priorities and completed a large number of things. At the Front Office, I was responsible for answering queries from guests, processing check-ins and check-outs, and coordinating activities between departments. I became more organised, attentive to detail, more able to meet deadlines, and better able to ensure that operations ran well.
Applying initiative in workplace problems: To solve a problem at work, I took the initiative. I examined the issues, searched for solutions, and put them into action. Breakfast was not suitable for the visitor's dietary needs (Mensah et al., 2020). I worked in coordination with the kitchen staff to prepare a supper that was both delicious and fulfilling for the guest.
Communication: Communication was essential to my work in the front office, where I was responsible for administrative tasks. I made sure that my communication was always crystal clear so that I could give my customers and employees the correct information. I addressed my co-worker in a business-like manner while maintaining an inviting demeanour with guests.
Application of knowledge: while I was working at my placement, I applied academic theory to real-world difficulties. My ability to solve problems, effectively communicate with customers, and provide excellent service enables me to make informed decisions and contribute to both the team and the company (Gad and El-latief, 2019). I was able to resolve the issues that a guest was having by using conflict resolution.
I was able to contribute to the success of Premier Inn's Front Office by cultivating and utilising these essential talents, which enabled me to learn self-management, task management, initiative, communication, and the application of information. These abilities will be useful to me in the hospitality industry.
[bookmark: _Toc137276762]Conclusion 
The Premier Inn helped me grow intellectually, professionally, and personally. I was successful in the front office thanks to my training and practice in guest service. I evaluated my development and sought advice to further my abilities. A management problem related to the constancy of employee performance was also noted, and both theoretical and practical remedies were offered. I concluded by demonstrating self-management, task management, initiative in problem-solving, communication, and knowledge application. I became a better hospitality expert during my time at Premier Inn. I value the chance and am eager to use my newly acquired skills.
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