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Reflection of the Placement
[bookmark: _GoBack]Student’s reflective learning process is important in the learning process and training of students because it enhances self-directed and self-regulated learning. Ezezika and Johnston (2022) note that the importance of self-learning is that it provides opportunities for enhanced self-awareness and metacognition in students during their learning process. One of the most used reflective models available to students is Gibb’s Reflective Cycle. Landi and Rigoni (2024) highlight that Gibb’s reflective model was developed by researcher Graham Gibbs in 1988. The model provides a structured framework for students to review their experiences, analyze these experiences, and learn from them. The University of Edinburgh notes that the model can be employed for standalone experiences such as the one I learned during my placement services. The process happens in six distinctive stages, and that is the process I will use to reflect on my experience during my placement across the four departments for the six weeks. These steps include: describing the events by describing the vent in detail, exploring feelings and thoughts and the emotions that resulted from the experience, evaluating the experience in which what the positive and negative aspects of the event, analyzing the situation by making sense of it, developing lessons from the events and a potential different path of action and developing an action plan to address a similar case in the future (Landi and Rigoni, 2024).
Description of Activities
During my six-week placement services, I was rotated between the food and beverage department, the housekeeping area, and the front office. I shadowed my supervisor across these three departments. At the food and beverage department, the supervisor was really friendly but very keen on the services given to customers. During my placement, I observed the staff very diligent in serving guest, listening to their orders, and attentive to their tasks. I also observed the strict adherence to cleanliness standards. At the housekeeping department, the supervisor assigned a cleaner that I could overshadow. I observed the high levels of cleanliness required to prepare a room for guests. They changed the bed sheets and replaced the pillowcases and blankets with freshly cleansed bedding. Then, they emptied the trash cans and used soap, detergents, and disinfectants to clean the rooms, the windows, the desks, chairs, and the toilets. Then they sprayed fragrance and opened the window for fresh air. I realized that ninety percent of the housekeeping staff were immigrants and did the work quickly after checkout to prepare the room for new guests. Finally, at the front office, I observed the most work. I was taught how to welcome guests, book them in, and check them out. I noticed that this part was mostly busing during check out between 9 am to 11 am and at night from 8 pm to about 11 pm. 
Feelings
During my placement service, I initially felt stupid and out of place. At first, everything seemed to be moving fast and I couldn’t catch up. For example, in the food and beverage department, I saw other waiters carrying three plats comfortably and sometimes they would carry four with grace. Yet, I had trouble balancing two plates of food. I felt really frustrated and useless. Similarly, in the housekeeping section, the staff was able to clear four to five rooms in an hour, yet I was unable to do three effectively during that same time. I felt useless and frustrated. Steward and Jansky (2022) highlight that feelings of frustration and anxiety are normal reactions to novices in any industry. However, the more I worked and developed the art of hospitality and embraced the role of a waiter or housekeeper, the I became more excited for my work because I started doing things much better and effectively. I became excited and overjoyed when I comfortably started balancing two plates without spillage and cleaning three rooms without supervision to professional standards in one hour.
Evaluation
One of the things that went well during my placement service was that I was able to gain the necessary soft and hard skills to do my different responsibilities in the three departments. One of the things that was good about the experience was that I learned what was necessary for housekeeping services, food and beverage services, and front office services. I learned that I am a fast learner, resilient, ambitious, and hardworking at the tasks allocated to me. I was so glad that through the help of my supervisors noticing my qualities as an excellent communicator allocated me more time at the front office where my skills were most needed. One of the things that didn’t go so well was when a customer accused the housekeeping staff of stealing from them. Also, I didn't get to explore some great ideas I had towards improving the service delivery to improve guest satisfaction.
Analysis
One of the reasons things went well during my placement in housekeeping is that I learned valuable soft and hard skills required for the department. It took me a few days but I learned the importance of communication, integrity, and hard skills for cleaning such as the most touch points for guests. Hidajat and Mansur (2024) highlight that housekeeping is in charge of visual attractiveness and cleaning to improve customer satisfaction. Soft skills such as interpersonal relationships, communication skills, and customer service skills are required. For example, during the cleaning, it’s important to learn how to negotiate with guests to relinquish the room for cleaning. Consequently, developing hard skills which are technical skills to understand how to clean, what to clean, and what time to clean for maximum efficiency is important to become a good housekeeper. At the food and beverage department and front office, I was able to achieve success because I developed knowledge in those particular departments. Overall, I maintained a positive attitude, enhanced my communication skills, developed the necessary technical skills, and upheld the highest levels of professionalism. Mohamad et al. (2020) highlight that entry-level employees in hospitality should develop several competencies including cognitive skills, positive attitudes, professionalism, communications skills, and technical skills in related disciplines. Beyond this, Weber et al. (2019) highlight the need to develop soft skills such as personal and interpersonal skills to enhance communication. I mainly learned soft and technical skills from different team members. Anytime I was unable to complete a task effectively I asked for a demonstration and it helped to gain these skills. During my placement service, one of the problems we had regarding customer complaints was that a guest complained about theft in his hotel room. Fortunately, the manager was skilled in dealing with customer complaints of thefts. He dealt with the issue immediately by providing immediate assistance and launching an investigation. However, based on his experience he noticed the guest was shifty and guilty and when informed that police were underway for investigations they reluctantly left the hotel and he determined he was a scam artist. Sufi et al. (2022) highlight that hotel safety and security are important in reducing stealing incidences. Sufi et al. (2022) highlight the need to profile ‘jaycustomers’ and deter guests' unethical behavior such as the hotel’s blacklisted customers.
Conclusion and Action Plan
I learned many things during my placement but the greatest was that experience in the hospitality beats “academic” knowledge. I learned that the hospitality sector requires a hands-on approach with effective customer service touchpoints to enhance customer relationships. I gained several soft and technical skills across three departments to effectively do my job. If I were to undergo the placement service again, I would ensure to integrate theoretical experiences during my practice experience. In my future placement, I intend to propose policy and operational changes to improve guest satisfaction and experience.
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