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Introduction
I was doing my placement in the Housekeeping Department of Hampton by Hilton Luton Airport which is an extremely critical department dealing with the maintenance of cleanliness, comfort and the brand standards within all guest rooms and public spaces. This department is important in providing good experiences and satisfaction to the guests. Since Hampton by Hilton has a wide range of clients such as business and leisure travellers, it is important to have effective housekeeping in place (Lussier and Achua, 2022). There were three learning objectives in this placement: to get familiar with day-to-day housekeeping activities and acquire communication and time management skills as well as assess the management practices as to how effective they are in terms of service excellence of the guests in the department.
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Figure 1: Gibbs' Reflective Cycle
(Source: Bilici and Yilmaz, 2024)
Description
At Hampton by Hilton Luton Airport during my placement as a Housekeeping Assistant, I had a duty of cleaning the rooms of the guests, restocking of items and reporting the problems to the caretaker and maintaining the high level of cleanliness. My shift started by the briefing through which daily assignment of rooms and priorities were mentioned. I also communicated with the housekeeping department, as well as the other departments, particularly, with the front office to organize the readiness of the rooms. I got the chance of doing routine work and handling stressful conditions and in rush check-in (ASET, 2017). In my experience, I also noticed how supervisors could delegate the work, control the quality, and handle guest complaints, which all helped me know more about how the hospitality works.
Feelings
As my placement started, I was quite nervous and curious at the same time. I was not sure on how to meet speed and quality demands especially when things get busy. As time went by, I became more in touch as I began getting commendations on my attentiveness and collaboration. One of the greatest motivators was when I got an opportunity to realize the positive impact of my work on the satisfaction of guests. Nevertheless, communication between the departments was a source of frustration as well, as delays happened because of the lack of communication, which resulted in adverse guest check-in experiences (Bilici and Yilmaz, 2024). These ambivalent feelings allowed me to understand how complicated the job of the housekeeper is and how significant it is to work in a team and communicate openly in the hospitality setting.
Evaluation
And in general, my experience was very instructive and practical. The good facts were the supportive team to work with, the effective techniques of cleaning and knowledge of the brand standards. I especially liked it when supervisors applied positive reinforcement and the team rotation to boost morale (O’Brien et al. 2023). There were also incidences of poor communication that I observed i.e. When delayed linen supply was not communicated quickly resulting in time wastages in preparing rooms. Such points brought out the lack of relevant internal coordination (Hagg, 2013). All the failures notwithstanding, my experience was worth it, as it made me much more flexible and willing to find solutions to problems on my own, which is needed in hospitality in the future.
Analysis
Communication skills, time management were important in the housekeeping department. The supervisors exercised good situational leadership- including delegation according to the strengths and experience of team members. With real time updates and clear lists of tasks, teamwork improved (Wannapiroon and Pimdee, 2022). I could also see that in peak times, the people who were able to keep their composers and rearrange tasks in the shortest possible time had the founding impact. Nevertheless, interdepartmental communication was uneven, occurring particularly in connection with early check-in, so people felt stress. This supports hospitality writings that emphasize the need of an interdepartmental cooperation in providing hitch free services (Bardi, 2010). This experience enhanced my knowledge about operational pressure areas and what it takes to be a leader who ensures that the service quality does not go down.
Conclusion
The main learning of this experience were that housekeeping is one of the key features of overall guest satisfaction and that leadership and staffing flexibility combined with the ability to communicate effectively are the key to operational efficiency. I realised that although I do not have problems working under the supervision and taking instructions accurately, I have to become more assertive and be able to proactively meet the needs of the guests. The placement has also demonstrated to me the significance of feedback, both supervisor and employee in self-improvement (QAA, 2018). I can better appreciate myself and understand that I should build leadership and proactive communication skills to challenge myself with being a supervisor or a manager.
Action Plan
I will concentrate on three areas of potential professional development on the basis of this experience. I will first of all join a time management, and communication skills workshop. Second, I will also want to find part-time jobs or shadowing experiences in a supervisor position where I will be able to view and practice leadership and delegation. Finally, I will develop a daily feedback journal since reflection is recommendable to assess daily challenges and success to enhance awareness (Casado, 2012). Putting emphasis on these actions, I will be able to be more ready to accept a greater responsibility in the future and help the activities of the guest service in the hospitality industry.
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At the Hampton by Hilton Luton Airport, I learnt that there were direct effects of management styles on team motivation in the Housekeeping Department where I was placed during the placement. A democratic leadership profile was mostly acting and the supervisors were inviting contributions and team participation that promoted morale and efficiency, which also proved to be true in accordance with Herzberg Theory, Two Factor Theory studied at Management & Organisational Behaviour module (Glas et al. 2023). The related regulations regarding health and safety were taken seriously and regular checks and training were in line with the Health and Safety at Work Act 1974 and COSHH regulations. The organisational culture of the hotel was based on the values of Hilton and contributed to the feeling of inclusivity and respect, enhancing cooperation within the staff and the relationships with the guests that were discussed in the module Personnel Resources and Development. Regarding marketing and guest experience, hygiene and room preparedness were some of the touch points in delivering on brand-promises (Yılmaz, 2024). Frequent hosting of clean rooms and caring services are part of the positive reviews, which can be associated with the ideas of the Hospitality & Guest Services module, especially the idea of brand consistency and service quality.
[bookmark: _osya7793tixn]Section 3: Guest Service Improvement Plan
One of the challenges being witnessed at the facility where I did my placement was the slowness in room preparation at the peak hours of check-in hence causing discontentment among the customers and the front-desk becoming overburdened. The importance of this problem is stressed by the fact that studies indicate that the importance of first impression to the overall guest satisfaction is high (Chu et al. 2021). To address this, I suggest a three-point strategic plan as follows: (1) adopt the use of real-time tracking of housekeeping through mobile software, (2) conduct daily coordination briefings between the housekeeping and the front office, and (3) put in place a floating staff who will be used during peak hours when emergence room turns are needed (Li and Zhu, 2023). Such measures are in line with the practice of the industry and are supposed to improve the guest satisfaction and the efficiency of operations.
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During my placement in Hampton by Hilton Luton Airport, I learned an important reliance on housekeeping since it is essential in achieving constant customer satisfaction. I gained a better insight into the working process and how teams perform, as well as the significance of adequate management and communication. I was able to achieve my learning goals especially in comprehending the day-to-day activities and assessing management practices. Although I developed my skills of team work and time management, I also realized that I had to continue building up my skills as a leader. On the whole, this experience confirmed my interest in the hospitality field and gave me a firm ground on which I can build future success in the field of guest service operations and hotel management.
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