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Hilton East Midlands Airport has several guest services such as housekeeping, maintenance, a leisure club and meeting and event services. Leisure club guests have access to recreational facilities such as a gym, swimming pool and spa. The objectives of this placement are to study a supervisory position, learn about the guest services department and improve work skills such as problem solving and task communication. To reflect on the work carried out during this placement, Gibbs' reflective model is used. This model is a precise framework that is based on six stages: description, feelings, evaluation, analysis, conclusion, and action plan (McLeod, 2024).
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During my placement at Hilton East Midlands Airport, I was able to observe a supervisory position in the Housekeeping Department. This gave me practical exposure to how to manage guest services in a fast-paced hospitality environment. Housekeeping requires constant attention and is about providing guests with spotless rooms and creating a welcoming atmosphere where everyone should have an enjoyable time.
The supervisor observation was also useful as it provided an appreciation of work-related skills such as communication, teamwork and problem solving in providing quality guest service. Their ability to meet guest expectations whilst ensuring order was important in broadening my understanding of technical skills including equipment, safety and multi-tasking. I also observed that proper communication was imperative in addressing guest complaints in a timely and effective manner to make guests happy (ASET, 2017).
My experience in the industry and my academic journey shaped my ability to reflect on this experience. In my academic work, I acquired effective communication skills, therefore it was not difficult for me to integrate into the team and learn from them about the problems encountered day by day. I discovered that teamwork and attention to detail play a big role in achieving the intended goal, customer satisfaction (Wood et al., 2024).
In this placement, I also learned how to manage tasks, how to organize daily activities and how recordkeeping and communication programs are used within the team, but also between departments. In addition, I was able to put the theoretical knowledge I obtained in an academic context into real situations, realizing the relationship between guest service standards, personal growth and the technical know-how required in a hotel environment. I think this was a learning point for me, as a hospitality professional (Casado, 2012).
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Technical content and professional skills are essential to deliver expected guest service, especially in a highly dynamic organization such as Housekeeping at Hilton East Midlands Airport. Soft and hard skills are an essential component of managing guests and their needs and optimizing company operations. I was able to learn technical knowledge, like the program called Perfect Room where they record; clean and dirty rooms, customer requirements for rooms such as extra bed, towels and so on. Thanks to the knowledge gained from my studies, I was able to identify the members of the cleaning team: house cleaners, porter, laundress,     supervisor, and their activities. Observing the supervisor and asking questions, I understood the procedure for allocating rooms to the staff, the standard of cleanliness, equipment and facilities. (Hagg, 2013).
The first job skill I encountered was communication. Communication skills in interacting with the front desk and within the team are very important, especially when dealing with complaints or problems. For example, in one of the cases where a guest had a complaint about the cleanliness of the room, the supervisor was able to show how effective listening and positive communication can change a negative situation into a positive one in a very short span of time. This highlighted the aspect of communication not only in controlling guest expectations but also in building a trusting relationship with guests (QAA, 2018).
Time management was another major activity that I observed during my shadowing. Staff must not only perform their activities according to the hotel standard, but also adhere to a certain execution time and prioritize rooms according to the arrival of customers. You need to differentiate and prioritize when it comes to services and this is a strength because it encourages efficiency in service delivery, especially since delegation is easy. For example, when the hotel is full of guests, the supervisor organized the employees in such a way that they were able to fulfill the customers' requests in a very short time, without compromising the quality of the service provided (Bardi, 2010).
Knowledge of the subject regarding health and safety measures, especially regarding common areas inside the hotel such as lobby; conference rooms, etc. were also discussed. This is because it is always a challenge to meet guest expectations, especially when it comes to complying with safety regulations as well as providing quality service. This allowed me to show that technical knowledge combined with excellent people skills make a powerful combination when it comes to delivering excellent guest experiences (Donate et al., 2022).
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One day, during my program at the Hilton East Midlands Airport, I came across a complaint from a guest who checked in and found that the room had not been cleaned. The guest was unhappy and complained to the reception. As always, the reception staff apologized and relocated the guest to a room offering a discount from the hotel. This situation affected the department’s performance because it had an impact on the hotel’s service delivery. All these complaints lead to a change in the hotel’s image (Suharto and Yuliansyah, 2023).
The situation demonstrated that proper communication and timely resolution of problems is a factor that maintains service quality. From an operational point of view, it revealed the communication gaps between the two departments, housekeeping and reception, during the check-in process.
By applying greater problem-solving measures, the occurrence could be remedied by conducting a much more accurate and frequent check of the ready room lists. In addition, better training in how to handle the communication between the departments could help decrease the impact of similar problems in the future and increase the speed of response (Mohd Shahril and Aziz, 2022).
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Shadowing done at the Hilton East Midlands Airport was insightful and gave a clear understanding of the value of workplace competencies and professional content knowledge in creating a great experience for the guests. It improved in the areas of communication, work assignment as well as solving problems. This aspect brought out the fact that while technical competencies must have prevailed with the service providers, they equally require interpersonal competencies in delivering high service standards. In the future, I should give more attention to leadership skills as far as guest complaints and the cohesiveness of the team are concerned. I will also complete additional Health and Safety certification training to gain more technical knowledge to help facilitate the daily Guest Service operations.
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