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[bookmark: _Toc136212785]Introduction
The placement opportunity is one of the best and the most accessible for any student to gain some first-hand skills and have some academic experience in a field. Here is a reflection based on my placement in the Hilton hotels (Sonnenschein & Hibbins, 2018). Here in the reflection report, I have discussed the different kinds of experiences and problems that I came across during my placement period. Then I discussed how I have solved and how those problems and issues have helped me during my placement period. here some I have used the plan, do, check and act model for interacting with customer services in the hotel management and used Kolb’s Experiential Learning Cycle for my learning experience. 


[bookmark: _Toc136212786]Vocational development
I got the chance to strengthen my academic and professional abilities during my work placement at Hilton Hotels & Resorts, which allowed me to obtain a thorough grasp of the hospitality sector. A quick general summary of my whole placement experience will be provided in this reflection, with particular attention paid to the accomplishment of the goals of the placement, my learning objectives, and the identification of both successful initiatives and lost opportunities. My objective as a vocational trainee was to gain an understanding of the actual hotel operations, and customer service abilities, and build rigid knowledge of hospitality management. Throughout the placement period, I have actively participated in several activities such as front desk jobs, housekeeping, and food and beverage (Bardi, 2011). This allowed me to obtain first-hand experience in many fields, which helped me to achieve my placement goals and objectives. 
I developed my interpersonal and communication skills by communicating with my colleagues and customers. The focus on Hilton Hotels’ customer service has helped me with developing my problem-solving skills and having a customer-centric mentality. In this, reflection I have constantly tried to apply some theoretical concepts to connect my academic and placement experience. In retrospect, I could have shown more initiative in looking for possibilities for shadowing and cross-departmental encounters to have a better grasp of how the hotel operates. I also had the option of participating in networking events to meet business people in the field and maybe open doors for potential future employment opportunities. My internship with Hilton Hotels & Resorts was rewarding and a great learning opportunity. Obtaining useful information, increasing my customer service abilities, and laying a foundation in hotel management, helped me accomplish my placement goals.
[bookmark: _Toc136212787]Self-development
The difficulty of enhancing guest services and efficiently handling customer complaints was one management issue I witnessed and actively participated in during my internship at Hilton Hotels & Resorts. Customer satisfaction and the hotel's name were significantly impacted by this operational problem. I suggest using the "PDCA" (Plan-Do-Check-Act) cycle, a problem-solving approach, to tackle this issue.
[image: The Key to Lean – Plan, Do, Check, Act! | AllAboutLean.com]
[bookmark: _Toc136212794]Figure 1: Plan, Do, Check and Act
Source: (Alim & Chen, 2019)
Analysis of present guest service practices is the first phase, followed by planning for areas that need to be improved. Regular feedback gathering, surveys, and examination of customer concerns can help with this. The hotel can address certain problems, including employee training, communication procedures, or operational inefficiencies, by recognizing recurring themes, quality issues, working processes and hotel management issues. Action plans should be created and put into place when the issue areas have been identified. This might entail upgrading communication lines, changing standard operating procedures, or giving employees more training (Casado, 2012). Gradual deployment is best so that there is no disturbance to regular business operations and enough time for workers to adjust. At this point, the efficacy of the solutions put into practice should be evaluated. To track advancements, it is important to regularly analyze performance data, guest input, and satisfaction surveys. The efficiency and viability of the solutions may be better understood with regular communication between personnel and management. The required modifications and improvements should be made in light of the comments and assessments from the previous phase. If the tried-and-true fixes work, they ought to be standardized and included in the hotel's standard operating procedures. However, the procedure should loop back to the planning step for more analysis and solution creation if any problems continue or new difficulties emerge.



[bookmark: _Toc136212788]Academic development
I actively gained important skills in self-management and growth, task management, using initiative to solve problems at work, communication, and the application of information during my vocational placement at Hilton Hotels & Resorts. My job was to gather knowledge about hotel management, which refers to overseeing different operations of hotels and resorts (Reyes-Menendez & Martinez-Navalon, 2019). Kolb's Experiential Learning Cycle, which consists of four stages—Concrete experience, active experimentation, abstract conceptualization, and reflective observation—will be used to help me reflect on my experiences moving forward.
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[bookmark: _Toc136212795]Figure 2: Kolb’s Experiential Learning Cycle
Source: (Morris, 2019)
In the concrete experience stage, I had firsthand experience of dealing with a lot of customer issues in the hotel business which allowed me to gain some good academic skills of problem-solving and communication. for instance, I had a chance to deal with different kinds of customer issues that needed showing empathy, maintaining composure and dealing with difficult customer situations. These encounters helped me to build endurance, flexibility and professionalism in a dynamic workplace (Azar & Ahmad, 2020). In the active experimental stage, I actively experimented with various tactics and ways to strengthen my abilities and effectiveness, drawing on my practical experiences. For instance, I aggressively solicited input from my managers and peers and put their recommendations into practice to improve my customer service methods. To expand my skill set and develop a comprehensive grasp of hotel operations, I also took on new tasks and volunteered for cross-departmental initiatives.
In the abstract conceptualization stage, I established some principles of self-improvement and some self-management process. Ideas linked such as task management, initiative, communication, and knowledge application via reflection and analysis of my experiences. For instance, I discovered the value of time management and prioritization in completing projects and meeting deadlines. I also understood the significance of proactive problem-solving and taking charge of workplace difficulties right away (Pol & Patil, 2019). The reflective observation allowed me to regularly assess my performance, take into account the results, and derive lessons for future development. I thought about how I might improve my spoken and written interactions in both internal and external encounters. I actively looked for opportunities to do this. I also noticed how using my expertise in practical ways, including comprehending consumer preferences and employing successful sales strategies, improved visitor happiness and helped the company meet its goals.   


[bookmark: _Toc136212789]Conclusion
Hilton Hotel offers some extraordinary and tremendous features for placement learning. The practical experience I have gathered in the placement period has been a real pleasure. There were some customer complaints and issues in the hotel premise, dealing with which was a tough situation. there were some possibilities for cross-departmental interactions but I had some limitations for my placement (Frawley & Law, 2018). Overall, I have some practical and academic experience in the field of work in Hilton hotels. I have learned the different aspects of hotel management and have managed to learn a lot from the different kinds of jobs during the placement. There were some mistakes during the room services but I think my experience would have been more exciting if I had a chance for cross-sectional networking.
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