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Premier Inn Swansea City Centre Hotel is noted for its high-quality rooms and excellent guest service. The hotel industry revolves around guest service, focusing on unique interactions. The focus of the hotel is to fulfill visitors’ expectations regarding services. Guest service relies heavily on the front desk as guests first interact with it. The Premier Inn Swansea City Centre Hotel prioritizes fast check-in and check-out, polite and professional personnel, and a pleasant atmosphere (Swansea City Centre Hotel, 2023). In addition, the hotel tries for cleanliness and comfort. The front desk personnel are ready to answer questions, give local information, and meet tourist’s requirements quickly. An effective booking system is essential to efficient customer service. The Premier Inn Swansea City Centre Hotel uses cutting-edge reservation technology to streamline bookings, retain accurate records, and provide up-to-date room availability. Technology based reservations have enhanced the preference of the customer to select the hotel as their first choice (Berezan, 2014). 
I was placed in the Premier Inn Swansea City Centre Hotel in my internship in guest service department. I was tasked with dealing with the guest and fulfilling their expectations. During my internship in this hotel, I have acquired the skill of interacting with the guest from different languages and culture. I was placed in entrance of the hotel and welcoming the guest. Also, I have the duty to help the guest by knowing them with the hotel service. My task was providing them the list of the variety of the services in this hotel.  I have the duty to meet guests' requirements including front desk, communicate and coordinate with the other employees. I had to provide timely updates on room availability of housekeeping schedules. Also, I have the duty to fill the emergency needs in terms of housekeeping service. This service includes emergency medical need of the guest and providing emergency requirements (Ramanathan et al., 2017). 
Description: I gained the experience of managing guest in hotel service while working at the Premier Inn Swansea City Centre Hotel.  Amongst  the responsibilities during my internship I have gained the skills to provide customers to have a warm welcome and introducing them with the hotel. I was also assingned for facilitating their emergency needs.  My daily activities allowed me to get intimately familiar with the department's many facets, which increased my ability to cope up with the environments. My responsibility was to ensure that welcoming guest and introducing them with hotel and providing emergency requirements were done carefully (Cousins et al., 2019).
Feelings: I developed a sophisticated emotional network working in guest services at the Premier Inn Swansea City Centre Hotel. I was astonished and excited when I started with every new culinary adventure. I had the opportunity to meet new people from different parts of the world and people from various cultures. Also, my heart gets melted when I had got appreciation from the customer for my duty. My duty was to serve in terms of emergency specifically related to health issues. I was ready to help the people in terms of their emergencies, providing them with medicine and food. It has happened to me  a couple of times (Rutherford, 2021).
Evaluation: The Premier Inn Swansea City Centre Hotel used continual assessment and analysis to provide great client service throughout its history. Hotel customers provides their opinion through reviews and feedback report.  To meet its high standards, the hotel often implemented quality control techniques. This needed regular personnel training, improving procedures, and following customer service standards. Staff compliance with service guidelines, visitor expectations, and guest engagement were evaluated and adjusted. The Premier Inn Swansea City Centre Hotel benchmarked its guest service procedures. To achieve this goal, it was necessary to conduct monitoring program on the hotels operations and implement methods to improve customer satisfaction (Foster, 2022).
Analysis:  At the Premier Inn Swansea City Centre Hotel, a systematic technique was used to analyses hotel guest service activities. Each component of the plan generates insights for continuous improvement. Customer feedback, including reviews, and ratings was evaluated to assess satisfaction and identify issues. Response times and reservation correctness were routinely evaluated to provide a data-driven picture of service quality. Root cause analysis and implementing the corrected measures is essential for best services to the customer.  This helped the hotel stay ahead of the competition with the other hotel in this city. Internal procedures are being developed to match culinary perfection and other services in the hotel. I have the experience to evaluate everyone’s performance regularly to ensure high-quality work from the hotel management (Bardi, 2010).
Conclusion:  During my internship in the hotel's guest service operations, it became clear to me that the Premier Inn Swansea City Centre Hotel is committed to quality and improvement in the guest service operation section. The process of treating guest stats with greetings at the front desk to providing customized concierge services.  To meet the requirement of the guest, I had to be active, reactive, and adaptable. The hotel maintained its high reputation by closely monitoring, researching, and assessing its operations. The hotel also used guest feedback method for reducing the shortcomings and provide better services to the customer. To maintain its position as the industry leader in new customer service methods, the hotel compared its business practices with the competitive hotel in the city (Casado, 2012).
Action Plan: As I wanted to improve my culinary talents in the food and beverage industry, I also wanted to increase my customer service capabilities. I had wanted to satisfy guest’s need in terms of other sections for example food. This skill includes gaining the skills of making food and presenting it un a better way. Also. I wanted to learn the skill of revenue management strategies, and marketing strategies. For acquiring these skills, I will get admitted into a course which teaches these skills.  I want to actively participate in cross-training with different departments to learn more about guest service operations (Wood, 2012).
During my placement period, I found the problem of coordination between guest and service staff including front desk, concierge, and housekeeping. I had to face challenges to manage guest’s requirements by my own and I could not collaborate with the other staffs. Lack of the skills of coordinating among the staffs sometimes created inconvenience to the guest. Also, I have experienced the lack of skills regarding data storage process and ensuring data security (Vallen, 2014).
Solution:  Hotel management should arrange daily basis program with the employees working on front desk, concierge, and housekeeping services. These meetings should focus on new guest needs, room statuses, managing the emergency situations. Effective program on these skills will ensure the efficiency of the employees in terms of coordination among them. They will acquire the skills of managing guest’s requirements by themselves.
Guest-facing departments should implement digital collaboration solutions to share information in real time. Guest management software might handle check-ins, check-outs, and room status changes. Messaging apps and other technology-based internal communication should be introduced which will improve efficiency of the service. Management can also create a visitor profile system to track guest preferences for rooms, facilities, and meals (Teawan, 2009).
Regular crisis management training for staff can be introduced to ensure that employee is ready for any unexpected situations. First aid and other emergency skills must be taught under the program. The data protection and security processes that protect visitors' data and property must be reviewed and updated by the authority. This requires regular audits to ensure privacy of the guest’s data and personal information (Morris, 2020).
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