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Managing guest service operations
[bookmark: _Int_pIPc54ac][bookmark: _Int_ts5uFlmR][bookmark: _Int_hOv7sLj3]My placement was at the premier inn Manchester arena printworks. My induction day was with David the manager, who explained all the time and dates with me went through who I will be reporting to if there are any problems in my time there. The first week of the placement was all hands on I learnt the check in system fairly quicky the system can be tricky for somebody using it the first time, but the colleagues made explaining the system easy to me. The premier inn in Manchester is in the cental which has all amenities. The guests are from all walks of life, which makes giving hospitality more exciting and interesting. I was shown all the ropes of how to deal with system problems and had someone help me in case a problem occurred while dealing with a guest.  my job at check in was to see to guests who are checking in and storing luggage in the storerooms for them the premier could become busy due to many concerts at the Manchester arena which is 5mins from the premier inn. If any problems occur in check-in mostly it would be the key cards not working, that was an issue, I have experienced a few times, it can be frustrating for guests who want to get to their rooms. The enjoyment of being hospitality feels rewarding most of the time and what makes it more exciting every day is a new day with different people arriving, making them feel welcomed, is a spectacular thing to do. Guests could experience some issues at the premier inn which the staff there would deal quickly and get things done the communication amongst the colleagues is great and work gets done most days on time, my other job was leaving chocolates and treats for some guests just to say thank you for staying at the premier inn. I experienced walking into a guest's room while they were still in there which was very scary at first, but this was an error done by a colleague as this guest should have been down as a late check out which gests can pay extra if they are wanting to checkout late. Apologies were made to the guest and a guest relation number was given in case she felt she had to make a complaint as she was not happy with someone walking into the room even though I did knock before going in.
House keeping
On the day I was introduced to a lady called evry and basha both ladies were lovely my job in housekeeping was to strip the bed and take all rubbish out of the rooms. At first I was a bit worried of going in the rooms even though I had to shout housekeeping before going in I was only shown one time on how to strip a bed and I was in an out of rooms very quickly so the housekeeping could finish the rest of which is making new beds and hoovering which can make their jobs easy. When doing housekeeping you never know what you can walk in to, and I experienced that sometimes people can leave behind a lot of rubbish which can make it harder for housekeeping as more time is needed in them type of rooms.  every floor had a team of housekeepers starting from 8am as people start checking out the housekeeping team receive a sheet which shows which rooms have departed so the housekeeping can go those rooms and get them cleaned for the new arriving guests. Housekeeping is a very busy job you have to be hands on and very quick at what you do up there as clearing rooms on a target time can get very hard and colleagues from check in may have to help clear rooms, can be frustrating when realizing guest are starting to check in and rooms are still not all cleared the house keepers could get in to alot problems due to that but they are very hard working and actually love doing what they are doing. Everyone is different with the jobs they feel they best suited with some people love just doing housekeeping and some people prefer the bar and check in they have their own preferences to what they are good at. Housekeeping can become very tiring, especially being on your feet for quite a while, it is a challenging job which I feel is for strong-hearted people as you can face anything in their rooms and housekeeping is the first to be witnessed on most occasions. The only fault I experienced in housekeeping was walking in to a room to go and strip the bedding only to see the bedding are done but guests have just checked in which means it was told to the house keeping team that the room has been checked in to and I wasn’t the only person who walked in some other housekeepers did also walk in unaware the guests have checked in which these errors can happen in busy workplace the guests were very unhappy about this matter but all was explained that there was a glitch in the computer. Housekeeping is one of the most important as their jobs is to make sure the rooms are at a proper immaculate standard for the guest to stay in as guests can be very vary of certain things in rooms some do not like lamps etc. and some people want fans etc. in hospitality your catering for all walks of life with different needs and wants.
My experience at the premiere inn for check in and housekeeping has been great I really felt all the work done in level 4 and 5 was being put in to place I've seen many people run their business different from others sometimes it's not even competition just having a hotel next to a concert arena which many celebrities attend can be just the advantage needed for any owner. The place is well kept and maintained by the staff working there they all seem to get along well and really are fun people to work around in such little time I have been taught a lot this experience has really made me want to go out and get a job at a hotel as I feel I have it in me to give the guest experience that some business may be lacking. If I could change anything on check in would be to get a sectary or a person to take the calls as there were many calls during the day but not much calls can be taken especially when you're dealing with a guest it could be rude to take the call and ignore the guest Infront of you, having someone answer calls and take their queries can make life easy for the check in staff and over all the hotel as queries are getting answered and people are not having to constantly ring because check in is busy. Guest could complain regards to the phones not being answered as some people need trave directions or some people are wanting to check in early I did take a few queries over the phone which were given to the person supervising me it's can also be frustrating answering a call when you're in check as you have guests at reception making noise and hearing the person on the phone can become very hard for the person ringing about the query every person and guest has a different personality the job is to make sure ever guest who walks in  there walks back out with a smile making a difference in people's lives feels very rewarding

