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Introduction 
Excellent guest services are considered the foundation of any hotel and hospitality business. Attention to the requirements of guests, professionalism and friendliness, an offering personalised services are the major fundamental principles of exceptional guest services by the Hilton Ageas Bowl Southampton (hilton, 2024). This essay will reflect experiences regarding personal development through the application of the Gibb’s reflective model. Furthermore, this reflective essay will discuss the importance of technical knowledge and work-based learning. Different organisational issues will be discussed and analysed in this study and will provide a future action plan to improve skills competencies. The conduction of this study will further help students gain knowledge in guest services and housekeeping in the hospitality sectors. Throughout this assignment, adequate knowledge of the skills and competencies required for the Housekeeping supervisor position will also be provided.

[bookmark: _cod5cusp6xv6]Discussion 
While attending guests, event planners or any business traveller, customer satisfaction, brand value and revenue growth depend on the quality of services provided to customers. Additionally, guest services may differ depending on the types of lodging properties including limited services, full services, vacation rentals, resorts and luxury hotels (QAA, 2018). Exceptional guest services within Hilton Hotels is considered a set of different job skills that are majorly responsible for recognising customer requirements and ensuring customer satisfaction. The four fundamental aspects of good services to guests include proactive, convenient, personalised and competent. Roles of the housekeeping supervisor relies on developing cleaning protocols and processes and conducting discussions with senior supervisors (Casado, 2012). Another major responsibility of a housekeeping supervisor is to manage quality with their potential skills and work-based knowledge to meet standards of work. Gibb’s reflective model is essential for reflecting a description, sharing feelings, evolution, analysis, providing conclusions and developing appropriate future action plans (Channell, 2023). This section is reflecting on issues in the organisational context through my personal experience while working as a housekeeping supervisor in Hilton hotels. 
During the description stage of the Gibb’s model, I would like to provide a detailed description of my working experience in the Hilton hotel. After the successful completion of my academic learning, I was appointed as a junior supervisor in the housekeeping department at Hilton Hotels. While participating in the job role, I have supervised and provided training to our core staff as well as participated in task management. While working there I have attained a lot of skills and competencies as well as gained adequate knowledge. I have developed my communication skills, negociation and conflict management skills as well as also enhanced my critical thinking and problem-solving skills. Analysing my personal experience at work, teamwork and collaboration are responsible for improved performance quality and productivity within the Hilton hotels. Teamwork encourages strong connections among all the employees as well as creating innovation in ideas and providing upgraded services (Hagg, 2013). However, I have witnessed a critical condition in gusset services due to some miscommunication. A guest once complained about the quality of services provided by our staff. It created a huge influence on other visitors who were in that place at that time. However, when the visitor was about to give a negative review about the particular housekeeping department, our manager tactfully handled the situation with efficiency and effective communication (Fallon and Rutherford, 2010).
This feeling of gaining experience has provided me with lots of knowledge that further helped me to have the ability to analyse any critical situation and thought of alternative solutions. Throughout this particular incident and other events, I have also acknowledged the relevant skills and knowledge are important for fulfilling the requirements of guests and providing them great satisfaction. Concerning that, I have acknowledged that essential communication, task management, teamwork and proper guest services are important aspects of supervisory roles in the hospitality sector. Personal skills development of employees is also needed for building an efficient and experienced workforce within the hospitality segment (Johnston et al., 2012). Work-based learning skills such as adaptability, active listening, collaboration, critical thinking, decision-making, problem-solving, and conflict resolution are important in fulfilling the expectations and demands of visitors. Active listening is an important part of effective communication to understand others' requirements and perspectives and respond tactfully. Conflict management is a necessary skill for supervisors to mitigate any arguments or disagreements between staff and visitors (Rughubalan, 2009). I have used this conflict management skills to bridging communication gap and misunderstanding between my two collgues due to ceratin proffesional reasons.  
The evaluation stage of Gibb’s reflective model states providing aspects whether it's good or bad. Following that incident, I have anaysed my required areas of improvements  and attended the training progam arrenged by managers of housekeeping department to the knowledge and work-based learning skills of employees. Additionally, I also understood to successfully manage any conflict, understanding both verbal communication and body language is essential. Work-based learning can also contribute to developing effective problem-solving and critical thinking skills as well as develop the potential for effective decision-making (ASET, 2017). Similarly, I have also improved ny IT skils as technological knowledge gain is vital in improving competencies and bridging digital skills gaps of employees.  Further I have used this potential skills in seraching information reagrding current market trnds consumer requirments and managing customer feedback in an efficient way. 
Analysis stage of Gibb’s model states there can be some communication gap created between the staff and visitor or maybe there can be certain knowledge gaps in that particular staff (Bardi, 2010). According to my experience, knowledge in Artificial Intelligence, Machine Learning, automated hotel room services, customer relationship management, and voice ordering are significant. However, having adequate knowledge in these areas or aspects, I am able to successfully provide services to meet goals and improve customer satisfaction. In analysing that particular incident, employee management needs to be focused by management professionals. Overall I would like state that I have learned all the digital competencies in learning logs such as Artificial intellegnce, Automated service providing and machine learning.  
The conclusive stage of the reflective model discusses and provides a specific decision regarding further improvements Hence, in this concluding stage, while prioritising the stay and satisfaction of visitors, employee requirements and development need to be taken into consideration by the Housekeeping department of Hilton Hotels. However, I have noticed difereces in service quality of Hilton Hotels and Premier Inns and understood how culture matters. Additionally, arrangements for skill development programmes can be encouraged by employers to improve performance quality and productivity as well as prevent guest complaints (Wood, 2012). Skill development in problem-solving and critica thinking and gained experience from several events or situation,helped mt\e to boost my self-confidence and build professional body laguage. 
[bookmark: _7okebvs4ajjq]The stage of action plan in Gibb's reflective model provides effective planning regarding the improvement of the areas of weakness in professional skills. Determination and development of skills and competencies need a proper plan to execute in action in future (Vallen and Vallen, 2014). Analysing my overall progress as a housekeeping supervisor at Hilton Hotels, I have found there are still certain professional skills gaps like conflict management, problem-solving and decision-making and leadership. For instance, I can not estimate my leadhip competecy and qaulity as I did not participate as leader ever while wrkig in this aand previous hotels. However, I expect that the development of this particular action will guide me in my future career as well as help me to improve my interpersonal skills effectively. I will attend training programmes and assign courses to improve my problem-solving and leadership skills. Discussion, and focusing on the suggestions and guidance of my seniors and peers may also help sharpen my efficiency in finding appropriate solutions and make proper decisions. Apart from that, this will also help me to improve my decision-making skills as well as obtain additional opportunities for professional development. Implementing a proper and effective action plan and its execution will be more helpful for increment and achieving higher positions in the hospitality sectors and Guest Services (Tewan, 2009). 

[bookmark: _pfdexfn5o7cp]Conclusion
Effective interaction is important for a supervisory position to make the guests understand the excellent service quality and high maintenance of cleanliness and hygiene in every guest room. This reflective essay has discussed issues in the housekeeping department of Hilton Hotels. Apart from that, this essay has provided a detailed analysis of my experiences while working as a housekeeping supervisor at the Hilton Ageas Bowl Southampton. Furthermore, this study has discussed requiring work-based skills and technological knowledge to fulfil the requirements of guests. An action plan has been developed for my skills to attain more flexible and higher job positions in the hospitality sector.  
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