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Overview
As I continued my internship program at Premier Inn Trowbridge, I gained the one of real kind experience in Managing Guest services operations. Being the relevant organization with my bachelor's, the program provided me with hands-on opportunities to develop the knowledge and skills to succeed in this international hotel management field (Wood, 2013). In this department, I worked closely with different experienced professionals while handling similar responsibilities to those taking the job full-time. I found this networking beneficial to understand the industry better and hone my teamwork, communication, and problem-solving skills as I look to start working upon graduation. Overall, this second report is an overview of the log work during my time with the management team as I reflect on the insights I gained into the daily operations, the unique opportunities, the challenges encountered, and knowledge that are useful for my future career in this path. 
Objectives
The School of International Hotel Management at The University of South Wales helped me to attain this internship placement to expose me to different responsibilities and tasks as a future professional and interacting with guests. In addition, this was a learning opportunity for the unique benefits and challenges of working within a 5-star hotel as an intern. Vallen and Vallen (2009) argued that the program prepared me to oversee various tasks that enable the hotel's smooth running, with the primary responsibility of assisting the organization's management team and coordinating the daily operations at Premier Inn Trowbridge. Managing guest services entailed handling customers while ensuring the proper execution of every task to increase customer satisfaction and engagement. In the managerial role, I felt responsible for the hotel's outcomes through guest service management, suggesting ways to adapt to shifts in consumer preference for the long-term benefits of the Premier Inn Trowbridge. 
Learning Log Self-reflection 
The main activity I was assigned as an intern entailed knowing the guest profile and preferences from the Premier Inn Trowbridge website. Before guests arrived, I checked their needs and communicated with the reservation team for service and room allocation. Sometimes the guests requested Standard double, family, twin, and accessible room types, so the rooms were allocated per their preferences in set up and size. During my time in the department, I played a crucial role in facilitating communications between the department and other departments in the facility. Solnet et al. (2019) noted that providing the other staff with concise information, guests and other departments remain on the same page while ensuring that all necessities are prepared promptly and correctly in their rooms. 
Besides the administrative roles, I was responsible for maintaining and monitoring the service log before the duties were handed over to the next shift. Pabatang et al. (2021) argued that registering all the tasks ensured that anything one staff failed to do would be done in the coming shift; therefore, any wrong or mistaken service would be corrected. During my internship, I applied various skills and knowledge, including managing calendars, responding to emails, scheduling appointments, and answering phone calls. The skills enabled me to organize the workflow to complete all tasks efficiently before guests arrived, sending feedback and gratitude before their departure (Özdemir et al., 2019). In this role, time management was crucial for prioritizing tasks and handling unusual situations simultaneously. During the briefing session, the department read and resolved all the incidents for every maintenance requirement and wake-up call in their rooms. I contacted the concierge many times for matters involving manual wake-up calls. When necessary, I called the engineering team for maintenance services to provide the guests with the best experiences before leaving the hotel. 
As an intern, I realized the importance of good communication to convey information effectively to other staff members and guests. Pizam (2020) stated that technical abilities are useful when completing various tasks using software, technologies, and computers for transparent and effective writing. That means I provided shopping and tour information for foreign guests from the proper map that guided them to the historical sightseeing in the city. In addition, I checked for guest preferences for international or local newspapers and then updated the information on their profile. Finally, in this dynamic and fastpaced environment, adaptability and flexibility are among the key skills required in guest service management (Olorunsola et al., 2022). I mostly focused on fulfilling the client's requirements by implementing the right strategies that eventually enabled the hotel facilities to offer exceptional services. I welcomed and bid farewell to every guest in the front lobby, just like the concierge team per the global Standard. During this time, I asked for their feedback to determine if the Guest Experience Index (GEI) increased from the overall hotel rating of the preferred guests. Lalunio et al. (2022) noted that total quality management effectively improves efficiency and positive guest experiences management among the qualified staff and me to take the most friendly approach in different sensitive customer service areas, from check-in to solving problems.
Reflection on the Skills and Knowledge
The internship program, particularly in guest service management, was a worthwhile experience where I performed real-life encounters and activities. The knowledge I acquired from the course helped add a different perspective during the departmental meetings and in executing my assigned functions. However, as guided by Asset Online (2022), this work-based placement brought together workplace practice and academic theory, as I combined learning and working. My employability has increased with the qualification by enhancing the theoretical knowledge I gained earlier on standards and quality in hotel operations. In this cooperative and friendly environment, I gathered additional information regarding the fundamental roles in other departments to better understand the routine work without limiting my learning opportunities. As such, this internship program bridged the real-life practice gap as I attained my key objective of observing, comparing, and evaluating the link between the workplace and my degree knowledge (Diver, 2017). During this internship, I learned how to perform various workplace tasks considering the restaurant management practices in the front department leading to guest satisfaction. 
Premier Inn Trowbridge's major problem lies in its product quality and variety, which fails to match the hotel's standards. Consequently, the team could not identify its product and service drawbacks to enable it to thrive for new strategies and practices ensuring customer satisfaction (Rutherford, 2002). I saw an opportunity to implement my freshly acquired academic knowledge to bring in new ideas on the need for a quality managerial role focusing on purchasing freshly produced ingredients. One of the most significant highlights during my internship was the benefits of communicating ideas, especially those responding to guests' desires for higher service levels and a highly qualified team (Baek, Choe, & Ok, 2020). In particular, junior personnel sometimes lagged in conveying important information to workers or guests, leading to several flaws in the department. Almost all that was covered in the curriculum, including non-verbal and verbal communication, telephone handling, and customer services, were advantageous to my internship. At the same time, my confidence appeared in the preparedness to present regularly before the team as we were taught in the course and then receive feedback from the highly experienced team members. 
In conclusion, this internship program highlighted my knowledge level and its real-life application in guest service management in different departments, especially the front office assignments. In its nature, the internship was not intended for me to fill any position in the hotel or be like other workers. However, this formed the best opportunity to gain professional knowledge and experience. And I succeeded immensely in broadening my understanding while practically honing my relevant skills based on my academic and theoretical knowledge. On the other side, some difficulties arose in the attempts to comprehend the staff's approach to internal issues considering their lack of or limited interactions with interns. Considering the undesirable need to express curiosity concerning such matters in their presence, I gained the information through personal observation. Overall, the hotel's front office department had the right atmosphere for good communication and collaboration, reducing the management-to-employee gap and impacting performance. The hotel does well with its consistent customer service experiences and practices established by its core values alongside the continuous approaches in hiring, recruiting, and training its motivated employees. 
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