Premier Inn - Newcastle (Holystone) - 10 May 2017

First impressions of the Premier Inn, Holystone, were not good in fact, they were decidedly poor! 

Having parked my largish van (Renault Master), in their substantial free car park, I stepped through the main entrance only to be greeted by the sight of two 'Premier Lady's', one who was busily checking a customer in and one, who wasn’t. To be fair to her, she was rather preoccupied at the time watching a video on her laptop so clearly, was in no position to welcome a waiting and exceedingly tired guest. 

The young girl who did eventually check me in was both highly painted, make-up wise, as well as very pleasant. 

I asked her if the Inn benefited from Air-con and was (approximately???), informed (in a round about way), that it did not. 

OK, this was not a problem. I then asked if the thermostat in the room which is linked directly to the heater, resets itself at midnight down to it’s default setting of 16’C?

I seemingly lost her at this point.

To circumnavigate matters and save further questioning, I gently asked if an extra room heater could be brought to the room to which, she responded; “Oh, we don’t have any of those!”

Now, this really was a surprise as I generally stay in an Inn most week’s on business and the previous night in Burnley (see review), exactly the same conversation had occurred with the result that a small free standing oil heater was dispatched to my room with little issue or discussion required. 

However, as her answer was so unequivocal, I reconciled to utilise their complaints procedure if I awoke cold after my slumber. Afterall, do Premier Inn not ‘Guarantee’, a good nights sleep, in a room fit for the purpose i.e., warm & comfortable? 

We shall return to this issue shortly in the meantime, let’s address the basic logistics of the Inn as well as my room, no' 116. 

Practically speaking, the Inn is positioned in the strangest of places, i.e., a housing estate, and make no mistake, one that is undergoing absolutely huge development. 

There is little around the immediate area to properly entice the tourist although, having ventured forth in order to free & release the tightness in my legs after a very long drive, I eventually found myself at one of the entrances, as there are many, to the Rising Sun Country Park. 

This is a grand complex, spread over 400 acres and given the clement weather, I can honestly report that the following 2-3 hours of unbridled pottering were thoroughly enjoyed.

I criss-crossed multiple trails; blue, brown, green and red I think. 

Regardless, I ended up on a hill that provided a view that was completely unexpected in it's magnificence. What a wonderful local resource. 

I even found myself perched on a non-too safe grass verge attempting to capture an image of a Butterfly whilst on my way back to the Inn. What a Muppet! You can view the results for yourself and ascertain whether it was a worthwhile gamble amid the fast flow of traffic…Lol! 

If you're in the area and the weather is agreeable, then do take then time to visit the park, it's a lovely place to while away a couple of hours. 

On to matters more mundane, i.e., my room. Well…

Room 116, whilst a long way down the corridor away from reception, which is generally a good thing as there tends to be less footfall as a result, unfortunately faced the road which, was not so good and subsequently required the window to be closed, primarily because of the ever present road noise.  

However, it was as always clean, tidy and appropriately, if sparsely furnished. The bathroom like the fab King sized Hypnos bed was spotless, a real plus certainly in my book. 

However, after a short interrogation of the in-room thermostat, it was clear that there was little warmth to be garnered from the walled heater, I therefore rather reconciled myself to completing an 'unhappy Guest’, form, if such a thing even existed as a result.

After showering and some small attempt at making myself look halfway presentable, I descended to reception on my way to dinner and informed the same painted but pleasant lady, that having vigorously fiddled with said thermostat, the room heater still refuses to produce any heat. Therefore, it would be greatly appreciated if she could inspect the unit and determine whether it is indeed faulty or alternatively, I simply require re-education as to how to turn on a room heater! Lol! 

She very politely acceded to my request and so off I trundled to the attached eatery, which in this case was a Brewers fayre and a very large one at that!

I rather like Name-check’s when properly deserved so, let’s do a couple. 

I’d like to name two specific individuals here who in my view, went above and beyond, Helen and Ivan.

Helen was exceptionally patient and helpful when discussing possible menu options and even managed to change one of the offered items (from Blue cheese to plain cheddar), as we both agreed we were not Blue cheese fan’s. Her input, shouldn’t be underestimated sometimes, customer contact can be as important when building relationships as problem solving, something I feel that is often lost on Accountants. 

Then there was Ivan, bar Server and order taker. 

I was aware that Service ended at 10pm however, I specifically asked Ivan that if I ordered my main at 9:30pm, would an Ice Cream be a problem afterwards? 

His response was immediate, "No, I’ll do that for you myself, no problem!"  

Yes, it was but a Vanilla ice cream with chocolate sauce but, I still regard his positive can-do attitude as exemplary, indeed, I would hope that I approach my customers in a very similar way. 

Fully sated, we make our way gently back to the Inn. 

I’d like to say at this point that I attach no real blame to the following conversation, as in reality, you can only properly perform as you’ve previously been taught.

It was now just past 11pm and reception had gained an extra body in the guise of Catherine, who immediately appeared a little more senior to the young receptionist who had been so equivocal just a few hours earlier. 

I asked the same young lady if there had been any progress made on the heating in my room and was quickly informed that an inspection had been made but unfortunately, the walled thermostat appeared not to be working.

Hmmm, no re-education necessary for me then! 

Half-heartedly, I repeated my request for a room heater at which point, Catherine who had so far been silent, interjected and said, "yes, of course!"

This came somewhat as a surprise, both to me as well as the young receptionist and I promptly queried her response. 

Catherine confirmed again that there were heaters available, oh, joy of joy's!  

Then came the protestations of, "I'm a new starter, but I'm a new starter!" This same phrase was liberally repeated by Catherine, clearly in support of her younger and less experienced colleague. 

In truth, it mattered not that I had previously been misled, it mattered only that I was now more likely to awake warm & smiley, rather than cold and miserable as previously anticipated. 

10 minutes later, Catherine was knocking at the door with my new room warmer, all good then! Well, not really... 

Breakfast was largely uneventful, with my usual criticism levelled at their 'Premium' sausages, i.e., they're ruddy awful, still sadly being wholly valid. 

Summarising this review is not easy. 

I loved walking through the Rising Sun Country Park and was genuinely impressed with the service I received from everyone, but...

I have three huge reservations about awarding anything higher than 3 stars. 

Firstly, I have to question it's location amidst an ever growing and expanding housing estate of quite literally, epic proportions. Can you just imagine the traffic first thing in the morning and last thing at night? 

In my humble, this could well be a game changer in the future for this particular Inn. 

Secondly, and more pertinent as regards my visit. How can you possibly justify charging £87.00 for a room that doesn't possess any heating? And this in early May? 

The fact I was subsequently given a replacement heater is actually irrelevant in the context of this review, as it really shouldn't have been necessary in the first place.   

Thirdly, who checked the room prior to occupation and why wasn't the fault with the in-room thermostat spotted before the room was officially cleared for selling?

In short, when you include the charge for breakfast, my overall bill came to a not inconsiderable £95.99, which is simply way too much for what for what I received. 

Therefore, sadly in this case, I really don't feel I can properly recommend the Premier Inn, Holystone, as I would have perhaps hoped to given the excellent service I received during my stay. 

As always, happy and safe travelling.

Phil

