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Introduction
Due to my experience working in both the restaurant and housekeeping departments, my internship at the Premier Inn in Northampton has been incredibly intriguing. This learning journal elaborates on significant experiences, sentiments, and lessons discovered during this life-changing journey using the Gibbs Reflective Cycle. 
 
Description
Due to my experience working in both the restaurant and housekeeping departments, my internship at the Premier Inn in Northampton has been incredibly intriguing. This learning journal elaborates on significant experiences, sentiments, and lessons discovered during this life-changing journey using the Gibbs Reflective Cycle.
 
Feelings
At first, I felt a little stressed out because I had to balance a lot of different tasks and get used to the fast-paced environment. But as the days went by, I started to feel more sure of myself and capable, especially since my coworkers were there to help and support me.
 
Evaluation
Having experience working in a restaurant taught me how to communicate and help customers well. I saw how important it is to know what customers want ahead of time and use your time well during busy times. Using the cash register also helped me get better at math and learn more about how money works in a business setting.
For cleaning, paying close attention to the little things became very important. I learned about the careful process of setting up a room and how important cleanliness and appearance are in the hotel industry. In the hotel setting, the product management part taught me a lot about how the supply chain works.
When I thought about my experiences, I realized how changing the hospitality business is. In both the restaurant and housekeeping jobs, it was important to be able to change and respond. It became clear how important it is to work together because good communication and planning were needed for things to run smoothly.
During busy times at the restaurant, I saw how well the staff dealt with stress, keeping the mood cheerful for both guests and coworkers. This strength was inspiring and showed how important it is to have a good work atmosphere.
 
Analysis
Looking back on my time at Premier Inn, I understand how important it is to be flexible and adaptable at work. Being able to easily switch between roles in the restaurant and housekeeping improved my knowledge of the hospitality business as a whole.
The restaurant's focus on customer service made it clear that hospitality isn't just about making deals; it's also about making memories. The restaurant's operations were successful in part because of good communication, paying attention, and having a good mood.
Paying close attention to details became very important in cleaning. The careful process of setting up rooms and keeping track of goods showed how important accuracy is for upholding the hotel's standards. I also learned to value the work that goes on behind the scenes to make sure that a person is happy overall.
This job has been a well-rounded learning experience that has given me skills and knowledge that I can use outside of school. It's not only helped me learn more about the hotel business, but it's also made my people skills and organization better.
 
Conclusion
This learning log shows how my placement at the Premier Inn in Northampton, which included working in both the restaurant and the housekeeping area, changed me. The Gibbs Reflective Cycle gave us a structured way to look back on our experiences and think about what they meant for us. This helped us understand the practical aspects of hospitality management better.
This process of reflection has not only helped me find ways to improve, but it has also shown me how important it is to be resilient, flexible, and able to communicate clearly in a work setting. As I finish this placement, I feel like I have gained a lot of information and experience that will help me in my future work in the fast-paced field of hospitality.
 
Action Plan
I'm going to use what I've learned during this job to improve my schoolwork in the future. Putting events from the real world into theoretical frameworks will be helpful. I also want to look into getting more training and licenses in hospitality management to improve my skills even more.
To keep growing as a professional, I will look for guidance from more experienced people in the field. I can stay up to date on new trends and best practices by networking and going to events in my field. I also plan to keep a regular journal of my experiences and thoughts, which will help me make it a habit to always improve myself.
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	Trip Advisor Review Response

	Dear Guest,
Thanks for taking the time to write a nice review of the Premier Inn Northampton on TripAdvisor. We're glad to hear that our location worked out well for your trip to the Royal & Derngate theater, which is only a short walk away. 
Our staff works hard to make sure that the place is comfortable and welcoming, so hearing that you liked our cooked breakfast and thought our staff was friendly makes us happy. We know how important it is to get a good start to the day.
You were also happy that we worked together with the multi-story parking garage next door to make you happy overall. Our aim is to make the stay of our guests better, and your comments confirm that we are going in the right way.
Once more, thank you for picking Premier Inn Northampton. We're looking forward to having you back for another great stay.
Have a safe trip, and we hope to see you again soon!

Warm regards, 
Premier Inn Northampton Management Team.



	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	Mr. Ronald Federick
17 Trinity Court
Swansea SA1 2AR
September 3rd, 2023

Subject: Addressing Your Concerns and Apology for Your Recent Stay
Dear Mr., Federick,
Happy reading! I hope this letter finds you well. Once again, I'm very sorry for the problems you had during your stay at Premier Inn. Your helpful comments are very important to us because they help us fix the problems you were having and make our service better overall.
Thank you for letting me know that you were unhappy with the quality of the food on Sunday. You had every right to expect a warm, tasty meal, and it's too bad that we couldn’t meet your expectations. Action was taken right away, and I promise that we have carefully looked over how we do things in the kitchen. The people who work in the kitchen and serve our guests have been retrained to make sure they get hot, tasty food quickly. Your feedback is very important to us as we try to improve our food services.
I understand how much trouble the noise from the next room is causing. Our deepest apologies that this made your stay less peaceful. In order to fix this, we are tightening up our internal rules on how to handle noise problems more quickly and effectively. We care about your comfort, and we are taking steps right away to make sure that all of our guests can relax.
You pointed out some cleaning problems in room 205, which is disappointing and not at all in line with our normal high standards. I want you to know that we are taking this matter very seriously. We've started a full investigation into our cleaning processes for that room to find out why the mistake was made. In addition, we are giving our team more training to make sure they follow the strict standards for cleanliness that Premier Inn expects. Once again, we're very sorry for the lack of cleanliness.
To show how sorry we are and how much we want to earn your trust again, we'd like to offer you a free one-night stay at any Premier Inn spot you choose. Your happiness and comfort are very important to us, and we want to make sure that your next experience with us is even better. Please let us know what dates work best for you, and we'll make all the required plans for your stay. 
We're sorry that your recent stay did not meet the standards of service we strive for at Premier Inn. Your comments help us get better, and we're determined to use what we've learned to keep this from happening again. Thank you very much for your understanding and patience with this.
Our Customer Relations team is here to help you if you need any more information or help. Don't be afraid to get in touch with us. We want you to be happy, and we're ready to address any issues you may still have.
Let us say again how sorry we are for the probles you had during your stay. We truly hope that you will give Premier Inn another chance to earn your trust and give you the great service that is our trademark.
 
Regards, 
Customer Relations Manager



Component Three:
	Element 1 – Pre-Arrival 

	The pre-arrival period lays the groundwork for the entire visitor experience, making excellent involvement and communication crucial. Bardi (2011) argues that it's critical to manage reservations and customer profile during this stage. For hotels looking to customize the guest experience, cutting-edge reservation systems and data analytics become essential tools. The "Serve 360" effort by Marriott, which is featured on Marriott (2019), is a model strategy. By putting a strong emphasis on sustainability, Marriott responds to the growing demand for eco-friendly operations, demonstrating their dedication to both customer preferences and larger societal issues (Marriott, 2019).
For hotels looking for information on market trends and cutting-edge pre-arrival strategies, using web resources like hotelowner.co.uk and hospitalitynet.org is important. Customers can choose facilities and services in advance thanks to Hilton's "Cruise Control" program, which is accessible via esg.hilton.com (2023). This improves personalisation and speeds the check-in process, reflecting Hilton's commitment to giving each visitor a customized experience (esg.hilton.com, 2023).
The pre-arrival period offers hotels the chance to not just meet but even beyond visitor expectations. Hotels may anticipate and satisfy guests' preferences and unique needs by utilizing technology and data, making a favorable and lasting first impression. Advanced reservation systems give hoteliers the ability to customise their services so that every visitor feels appreciated and known from the minute they consider making a reservation. For hotels hoping to provide extraordinary guest experiences in a cutthroat hospitality market, mastering the art of pre-arrival interaction becomes a strategic essential.

	Element 2 – Arrival 

	The stage of arrival in the hotel guest cycle is crucial since it determines how the experience will be felt overall. It is the first time a guest will physically contact with the hotel, therefore speedy check-in procedures, friendly greetings, and meticulous attention to detail are essential. According to Corgel et al. (2011), a flawless arrival experience is crucial since it paves the way for a satisfying and memorable stay.
Leading hotels are using technology more and more to speed up the check-in procedure. The mobile app from Premier Inn stands out as an outstanding example of innovation. Before entering the hotel, guests can check in, select their room preferences, and even manage some functions. This is in line with the industry's transition to contactless services. In addition to improving efficiency, this meets the need of contemporary travelers for seamless, tech-enabled experiences (Premier Inn, 2012).
During the arrival phase, The Caterer and bighospitality.co.uk are useful forums for highlighting industry best practices. A significant illustration is the renowned "Ladies and Gentlemen" service offered by the Ritz-Carlton, which is highlighted on Hospitality Net (2019). During the arrival phase, this service sets the gold standard for customized care and opulent hospitality. The Ritz-Carlton shows how providing a unique arrival experience increases customer happiness and loyalty by anticipating visitor needs and providing a level of service that exceeds expectations (Hospitality Net, 2019).

	Element 3 – Duration of stay 

	A guest's stay is a crucial time during which hotels must not only fulfill but also exceed their expectations. In order to maximize Revenue per Available Room (RevPAR), Hammer (2016) emphasizes the importance of revenue management during this phase and recommends strategic pricing, upselling strategies, and individualized offers. The hotel behemoth Marriott is a prime example of the application of revenue management principles through its dynamic pricing strategy (Marriott, 2019), dynamically modifying prices based on demand, events, and other factors to boost profitability. A dynamic grasp of market demand, rival price, and seasonal variations is necessary for effective pricing strategies. Offering accommodation upgrades or extra amenities are examples of upselling strategies that not only boost income but also improve customer happiness. As shown in loyalty programs, personalized offerings catered to specific preferences reinforce exclusivity and promote brand loyalty (Marriott, 2019).
According to Johnston et al. (2012), service operations management plays a crucial part in ensuring that services are consistent and of a high standard during a visitor's stay. The skills needed to deliver great service are regularly provided to personnel through regular training programs, and performance monitoring systems guarantee ongoing adherence to service standards. Hotels may provide a seamless and delightful experience by matching employee skills with visitor expectations. Modern developments in the sector also emphasize the value of technology in boosting the guest experience while they are there. Convenience and personalisation are enhanced via mobile applications, digital concierge services, and smart room amenities. Smart room controls, for instance, that enable visitors to change the lighting, temperature, and entertainment selections via their mobile devices are in line with the rising desire for hospitality experiences that combine technology (Johnston, et al., 2012).


	Element 4 – Departure 

	When a guest is ready to go, smooth and effective procedures are essential for not only capping off their visit favorably but also building the groundwork for continued patronage. The importance of the check-out procedure and the gathering of guest input during this phase are stressed by Fallon and Rutherford (2011). Case studies demonstrating great departure experiences are frequently included on industry websites like hotelowner.co.uk and bha.org.uk, providing insights into best practices that boost customer satisfaction. Leading hotel chains are adopting contemporary departure services strategies. The industry's dedication to convenience is best demonstrated by its express check-out alternatives, which allow customers to settle their accounts swiftly and without waiting in line. Emailed bills improve productivity while also giving visitors a digital record of their costs. Reputable chains frequently use post-stay surveys as a useful tool for assessing customer experiences and determining satisfaction levels. 
During the departure phase, Williams et al. (2020) promote introspection and ongoing improvement. This entails a careful examination of customer reviews and operational effectiveness. Hotels can pinpoint areas for improvement and innovation by digging into the details of customer reviews and operational indicators. In order to derive useful insights from this study, technological integration, such as data analytics, becomes crucial.  During the departure phase, Premier Inn's "Force for Good" project (premierinn.com) stands out as an outstanding example of corporate responsibility. This dedication fits perfectly with current trends that emphasize socially responsible behavior. Hotels can not only improve their brand image but also leave a lasting good impression on departing guests by participating in programs that benefit the community or the environment. This encourages loyalty and advocacy. In order to ensure that guests leave with not only contentment but also a sense of connection and shared values with the hotel brand, hotels must take strategic advantage of the departure stage.
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Theatre trip

Perfect location for visiting the Royal & Derngate theatre less than 160
metres away. The hotel was very comfortable with friendly staff and a
great cooked breakfast. Parking in the multi-storey carpark next door
was discounted by the hotel to a very cheap rate.
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