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 INTRODUCTION	


The company I currently work for it is called Premier Inn Central Hotel. I have chosen this company because I would like to succeed and have my own hotel when I am ready to look after a site. Our hotel is making sure all our guest is happy and all the employees have received their training and support to provide an amazing customer service and to resolve any guest issues or answer any guests’ questions. I have worked in this hotel for 5 years and I am very happy with the training I have received. 
Premier Inn has a strategy on how to have happy customer. The company have provided us with a PI- WOW platform. This platform is for a guest that are staying for any special occasions. PI-WOW system is allowing us to recognise out guests and leave them something special in the room or even give them an upgraded room.
HR are providing all the training on a platform which is called Academy Online, so when employees start their training, they get to receive passwords to their own account. Once the training is completed the employee must show the skills and what they have learned during their training period.
Premier Inn are also allowing people to get used to putting the skills into their work by giving them 3-month probation period. All the managers have different strategy on how to deal with complaints when it comes to it. The strategy is Here, Empathise, Apologise, React and Tell. When all the employees are ready to use the strategy, everything becomes even more easier to make a guest happy.
HR Managers are very strict on how the employees are behaving during their shift. One of the most important training is behind the reception where HR are showing how to give brilliant impression when talking to a customer and find quick and easy solutions for their problem or questions.




