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Introduction

Going through the management of guest services at Hilton Croydon in the housekeeping department has been an excellent way to study how the hotel industry works as a team. Looking at this route, the combination of technical skills and interpersonal attributes, including empathy among employees and problem-solving tactics in the hotel chain, affects customer satisfaction. Similarly, issues of organisational type, such as communication breakdown, focus on the need for structured protocols and continuous training. The housekeeping department looks after 168 rooms, and the average occupancy is quite more the 50%. The hotel guests are people coming on holiday, football team players and Gatwick Airport staff.
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Section 1: Reflection on Experience and Personal Development Hilton Croydon
 One model of reflection is the ERA cycle (Jasper,2023), which includes only three steps: experience, reflection, and action.
The cycle starts with an experience that I had in my placement, which can be a positive one. Once something has been experienced, it will be reflected in what occurred. This permits me to think over the involvement, examine the feelings and what happened during my placement, and decide on the next steps—acting—the final element of the cycle. What we do because of an experience will differ depending on the experience. This action will result in another experience, and the ERA cycle will continue.
The shadowing period for managing guest services at the Croydon Hilton Company has been more beneficial than expected. Through watching the day-to-day tasks, I have been able to emphasise both the technical and practical skills essential for delivering excellent hospitality to guests. During this term, I have plunged into the complexities of addressing guests' needs and detected that effective communication, solid teamwork and well-organized task management are needed to ensure outstanding service. Going through this practical exposure has improved awareness of the link when the components become integrated to satisfy guest needs speedily and professionally (Kerr et al., 2023).
[bookmark: _Toc165543909]The realisation that such attributes as empathy, deference, and problem-solving are the critical factors in satisfying the guest has crossed my mind. Such traits are the crucial ideals behind developing good relations and solving conflicts promptly, thus impacting guest satisfaction (Tomlinson, 2023). I utilised my work experience and academic knowledge to creatively tie together practical concepts and applications, enhancing my ability to handle guest service-related challenges. Thinking about both the theories and the practical aspects has also improved my strategic thinking and adaptability to varying situations. I have gained experience working as a supervisor at Hilton in Croydon. This allowed me to understand how team management can make or break a hotel's success. It (hospitality education) not only refined competency in basic work skills but also gave a different perspective on the fact that technical proficiency and personality traits are so skilfully combined to get the best results in serving our guests (Papageorgiou et al., 2024).


















Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Bowing to a supervisory function within the guest service section of Hilton in Croydon has opened my eyes to multitudes of facets relating to managing consumer demands. This hands-on experience carries such a massive weight in the journey towards specialised technical skills and the capability to deliver service of great value. In this case, successful communication means expressing oneself verbally or non-verbally and having the proper reception to clarify client expectations and ease of delivery (Kipli M et al., 2023). Through this, teamwork becomes very important for creating personalised, real-time responses to guests' needs, and staff collaboration ensures this.
Excellent and sustained task management is a significant factor for the flawless retrieval of interactions with guests, whether in inquiries, requests, or complaints (Yiqun, 2023). With expertise in hotel systems and protocols, supervisors can immediately access issues, contributing to guest satisfaction. One could understand here how one thoroughly comprehends the hotel's reservation system, which has been helping supervisors rectify room allocation mistakes at the right time with immediate effect so that guest satisfaction is maintained. With this, staff members at Hilton-Croydon will never cease to perform beyond blooming guest-service standards. This deep and real-world experience reinforced my understanding of what are the key areas of guest service management and communication between the team members, internal teamwork, and task management proficiency were highlighted (Rupprecht and Wang, 2022).
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Section 3:Reflection on Organisational Issues
Communication breakdowns between the housekeeping and reception departments caused me to experience a series of issues regarding delays in cleaning and room turnovers, which left guests dissatisfied. In other words, the performance and morale of the department were hindered as a result, namely, through escalated guest complaints levels and a decrease in productivity (EKWOCHI et al., 2023). On this, a collaborative effort of the communication department is ineffective, so the communication protocol must be structured. Bringing Tuckman’s stages of group development theory and practices to bear will contribute to the attainment of effective teamwork. From my point of view, developing teamwork between and among the departments is of paramount importance; once we have passed initial storming episodes where the team faces the conflict or dilemma and later, a norming period where we can work out through the conflicts and dilemmas and build norms to get established common grounds. Notably, one of the last stages of the process will be that teams reach the point where they smoothly communicate and work together to achieve the goals (Abi Saad and Agogué, 2023).
Yearly training of staff members, including training in communication and collaboration, would be productive in improving their skills. I have noticed these sessions may include active learning methods, such as role-playing, use cases, and practical examples to deliver hands-on know-how to guide students about communicating smartly and working together to troubleshoot issues (Ahmad et al., 2023). Burying in technological solutions like digital task systems and centralised communication channels can break communication barriers as it unites the departments. Such may entail introducing dedicated software that enables room assignment, instant updates on the status of rooms and messaging capabilities that would operate in real-time to ensure fast exchange of information between the guest services and housekeeping department members (Wu et al., 2023). Through such techniques, the service department can reach a higher performance level, a better response to the guests' complaints, and higher satisfaction. Effective communication and joint effort among the departments improve the workflow quantitatively and qualitatively, raise the establishment's status, and ensure compliance with its standards (Withrow et al., 2024).
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Section 4: Future Action Plan

An action plan has been made for the placement at Hilton Croydon. Areas are analysed for improvement. This action plan will help the hotel achieve its goal. The skills that are analysed
 need to be accomplished on time. A timeframe has been set up for achieving different areas of improvement. The delegates of the placement department in Hilton Croydon make efforts (McClure, 2023). These efforts are valuable to the hotel chain






















	Area for Improvement
	Action Steps
	Timeframe
	Required Resources
	Strategies for Achievement

	Communication Skills
	Attend communication workshops/seminars
	2 Months 
	Workshop fees, study materials
	Actively participate, practice active listening, seek feedback

	Teamwork
	Collaborate on cross-department projects
	5 Months 
	Project coordination tools
	Offer assistance, share ideas, foster open communication

	Task Management
	Utilise task management software
	3 Months 
	Task management software
	Prioritise tasks, set deadlines, track progress

	Personal Skills
	Take leadership courses
	4 Months 
	Course fees, study materials
	Develop leadership qualities and delegate tasks effectively

	Technical Knowledge
	Enroll in hospitality courses
	4 Months 
	Course fees, study materials
	Gain knowledge of industry trends, regulations, and practices

	Vocational Development Goals
	Set SMART goals for career advancement
	8 Months 
	Goal-setting tools
	Regularly review progress, adapt goals as needed

	Professional Growth
	Join industry associations
	11 Months 
	Membership fees
	Network with professionals, attend events, stay updated



[bookmark: _Toc165543912]Conclusion
The action plan aims to improve Hilton's services. Workshops and collaborations within departments can teach employees and improve services. Vocational training would help enhance hotel employees' skills. The report reflects on organisational issues.
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