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Managing Guest Service Operations
Introduction
Premier Inn Stockton-on-Tees is well-known for its dedication to offering exceptional guest experiences, prioritising comfort, superior service and cleanliness. The hotel tailors its guest service operations to meet the diverse needs of its guests to assure loyalty and satisfaction. My 10-week placement program enabled me to gain hands-on experience in supervisory roles across multiple departments, including housekeeping, leisure club, meetings & events, and maintenance. I was exposed to an immersive experience that enabled me to develop a deeper understanding of hotel management's operational and managerial aspects, ensuring high standards in guest service. My experience at the hotel helped bridge the gap between practical application and academic learning, improving my work-based skills and technical knowledge. I observed and engaged in crucial decision-making processes as I shadowed supervisors, engaging in team coordination and resource management. Also, I was able to refine my leadership, problem-solving, and communication abilities, all of which were fundamental to ensuring a successful career in the industry. The following reflective log explores my personal and professional development, learning journey, and the challenges experienced during the placement. It applies Gibbs’ Reflective Cycle to highlight the actionable insights I will use in my future practice in this field (Gibbs, 1988).
Reflection on Experience and Personal Development
a) Housekeeping: I assisted in several activities contributing to housekeeping supervision, including room inspection and managing linen inventories. One notable task I engaged in involved implementing a new eco-friendly cleaning protocol that the organisation designated to align with its sustainability goals. This experience was eye-opening, especially witnessing the supervisor’s ability to balance quality assurance with time constraints.
The placement at the hotel enabled me to understand the significance of attention to detail and teamwork. For instance, the staff motivation methods used by the supervisor during busy check-out periods (Lashley, 2012). This experience taught me the importance of effective delegation and communication. I applied the theoretical knowledge in operational efficiency from coursework to complement my practical learnings.
b) Maintenance: On one occasion, I accompanied the hotel’s technician during a boiler malfunction to learn the workflow and approach to ongoing crisis. I knew the significance of proactive maintenance planning from the supervisor’s focus on urgency and safety while coordinating with external contractors.
Hands-on experience play a crucial role in enhancing one’s problem-solving skills, especially in situations that require swift adapatability and decision-making (Karatepe, 2013). I understood how technical expertise directly affects guest satisfaction, especially ensuring uninterrupted heating during winter stays.
c) Leisure Club: Premier Inn partners with nearby gyms and wellness facilities to cater for guests needing leisure activities. I was mainly associated with coordinating guest inquiries relating to these partnerships and resolving any issues related to access.
Moreover, I developed interpersonal skills by handling sensitive guest concerns, including inquiries about accessing these leisure facilities. This role highlighted the significance of professionalism and empathy.
d) Meetings and Events: While shadowing the supervisor in charge of events, I observed the preparation for a corporate event, assisted with seating arrangements, and coordinated the catering team. During these preparations, a last-minute schedule change arose, requiring the reallocation of resources. I learned the significance of adaptability and decision-making skills based on how quickly the supervisor adjusted the schedule without affecting the preparations or the event.
Shadowing the supervisor improved my time management and organisational skills. Academic concepts related to event planning were crucial in this experience, enhancing my understanding of the systematic approach to logistics applied by the supervisor.
Critical Analysis of Work-Based Skills and Technical Knowledge
Seamless integration of technical expertise and interpersonal skills contributes significantly to guest service excellence at Premier Inn Stockton-on-Tees. Supervisors are crucial to the hotel's service standards maintenance program, ensuring smooth team operations and guest satisfaction (Hudson and Hudson, 2013). I observed first hand the significance of work-based skills and technical knowledge in meeting guests' high expectations. Communication was vital, especially in housekeeping, where clear and concise instructions during room turnover periods allowed efficient operations and maintained brand standards (Brown, Arendt and Bosselman, 2014). Another significant skill was problem-solving, which proved crucial during boiler malfunctions, as the technical knowledge of the supervisor and quick thinking reduced disruptions to guest comfort.
Teamwork is exemplified by the collaboration between departments, such as coordinating with catering for seamless event execution. The experience from these interactions highlighted the significance of a unified approach to delivering exceptional service (Elshaer and Marzouk, 2019). Also, I noticed the importance of adaptability, especially in meetings and events departments. Managing last-minute changes during event setups illustrated the need for creative solutions and flexibility to ensure smooth operations and positive guest experiences. Premier Inn’s reputation for service excellence is attributed to these work-based skills and technical knowledge. For example, adopting eco-friendly cleaning protocols in housekeeping ensured operational efficiency and sustainability goals (Hwang and Ok, 2013). Such initiatives helped improve the hotel's image, designating it as an environmentally conscious brand. Also, the hotel’s approach to maintenance highlights the significance of foresight as it applies preventive maintenance routines to ensure guest satisfaction.
Reflection on Organisational Issues
Guest Service Situation
I experienced guest complaints about delayed check-in due to a housekeeping backlog. The hotel reported the delay to arise from a staff shortage, which coincided with an unusually high check-out volume. This issue has had several impacts on the department and hotel, including influencing the guest experience. The delay contributed to frustration, negatively affecting the guests' first impression (Nguyen, 2019). Also, the housekeeping staff experienced additional pressure to expedite room cleaning, risking burnout and reduced quality. Kim and Hyun (2011) identify such issues to affect a brand's reputation. In this case, a dissatisfied guest experience can contribute to negative reviews and influencing the brand image.
Resolution and Analysis
The problem is that the delayed services contributed to the guest's dissatisfaction; however, the supervisor personally addressed the guest, apologised, and offered a complimentary breakfast as compensation. It highlighted the need for systematic improvements, which helped mitigate dissatisfaction. Several proposed solutions can be used to address this issue, including flexible staffing models. This approach can help to introduce on-call staff for peak periods, which helps to alleviate pressure in high-demand times (Lu et al., 2015). Also, the hotel can implement cross-training programs, especially for front desk staff, in basic housekeeping tasks.
Conclusion and Action Plan
The placement at Premier Inn Stockton-on-Tees offered invaluable insights into guest service operations' operational and managerial aspects. It provided a practical understanding of how technical knowledge and interpersonal skills are essential in delivering exceptional guest experiences. The experience highlighted the significance of communication, adaptability, and problem-solving in maintaining high service standards and ensuring smooth operations. Effective communication was crucial in coordinating across departments, while adaptability proved indispensable in managing unexpected challenges, such as last-minute event changes. Additionally, fostering teamwork emerged as a key factor in ensuring operational efficiency and meeting guest expectations. The placement also underscored technical knowledge's critical role in addressing challenges promptly and aligning with Premier Inn’s commitment to sustainability and service excellence, such as preventive maintenance and eco-friendly housekeeping protocols. These experiences have significantly enhanced my understanding of the hospitality industry and the skills required to excel within it.
Building on this experience, I plan to take actionable steps to develop my professional capabilities further:
1. Attend leadership workshops and training programs to strengthen my ability to motivate teams, manage conflicts, and make strategic decisions.
2. I want to pursue certifications in hotel management software and preventive maintenance systems to expand my technical skill set.
3. Participate in guest interaction and conflict resolution training to handle diverse guest needs and expectations better.
4. Stay informed about emerging trends in guest service innovations and sustainable practices through industry seminars, online courses, and professional networking.
These steps will help me build a well-rounded skill set and align my professional growth with the dynamic demands of the hospitality industry, ensuring I am well-prepared for future roles in guest service management.
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o Relationship with the Restaurant.
o Working under pressure in the busy periods on breakfast and dinner
times
* Challenge: Team work in order fo cnhance dining experience and | 175 Feb 23rd Feb M.Dryden
meet business objectives, understanding the menu and
communicating effectively back to the customer and resolving

‘guest complaints professionally.

o Lesson: Effective communication from taking the order to deliver
the plate on the table, asking for any allergies, following concise
and clear instructions in order to prevent delays and provide a
memorable guest journey, emotional intelligence builds positive
‘guest relationships.
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o Housekeeping: Conducted room quality inspections with Feb %
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o Participated in motivating the housckeeping team by providing
incentives for 100% room cleanliness
o Implementation of eco-friendly cleaning protocol.
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*  Managing Performance and Team Engagement.
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Experiences/Tasks/Challenges/Lessons Shift Student Hotel Mentor
(Outline hotel department) (Date/Time) Signature Signature
+ Housckeeping: Assisted with room cleaning. stripping. making 20th Jan-26th Jan MDryden
beds, linen stock, consumable orders and rejects. %
* Observed supervisor managing scheduling and delegation
o Leaming plan put in place for the 10 weeks of placement
+ Challenge: Adapting to fast-paced tumover period. 20% Jan26th Jan M Dryden
e Lesson: Effective communication ensures smooth operations. %
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