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[bookmark: _Toc157034662]Brief Overview of the Guest Service Operation of the Reception Department of Hilton London Gatwick - Gatwick Airport
The Hilton London Gatwick Hotel is just a few steps from Gatwick Airport's South Terminal, offering 4-star accommodation to its esteemed guests (Hilton, 2023).  Renowned for excellent services, it boasts comprehensive guest service operations.  The front desk area is the first place any potential guest encounters when they step into the hotel's front doors, and the reception department is responsible for providing specific services like guest check-ins, inquiries, and reservations. 
[bookmark: _Toc157034663]Learning Objectives for the Placement Within the Front Desk Area
· Gaining insight into the everyday guest service operations of the reception department of Hilton London Gatwick Hotel. 
· Recognising how work-based skills and technical knowledge are applied to the hotel industry. 
· Analysing the importance and impact of personal and vocational development on ensuring high-quality service within a renowned hospitality setting. 
[bookmark: _Toc157034664]Section 1: Reflection on Experience and Personal Development
I will use the Gibbs' Reflective Cycle, a model developed by Graham Gibbs in 1988, to reflect on what I learned from my placement experience.  It is a tested framework that allows individuals and organisations to examine their experiences and learn from them by focusing on what happened, what went well, and the issues encountered (Markkanen et al., 2020). 
Description
I had the great opportunity to shadow the reception manager of Hilton London Gatwick Hotel as I was placed in the reception department.  I understand that hotels are commonly structured as functional organisations, where different departments are created based on their specific functions to ensure guest satisfaction and operational efficiency (O’Fallon and Rutherford, 2010).  The Hilton London Gatwick hotel boasts multiple departments.  During my placement, I keenly observed how the supervisor of the reception department efficiently managed check-ins, addressed guest inquiries, and utilised the hotel's reservation system.  Some days were quite busy as guests rushed into the lobby, asking for room reservations in flocks. 
Feelings
At the very beginning, I felt nervous, confused, and excited at the same time.  I remember feeling lost and unsure how to follow during rush hours as everything happened so fast.  It became easier for me to observe everything after some time as I grew accustomed to the situation. 
Evaluation
I have understood the importance of work-based skills and technical knowledge in meeting and managing guest service expectations.  The reception manager and employees relied on their adaptability to respond to different situations. 
Analysis
Before the placement experience, I only had theoretical knowledge from my academic journey.  It was a privilege to see first-hand how the theories are applied in practice.  I could draw from my academic journey and previous industry experience to make sense of communication, teamwork, task management and personal skills within the unique context of Hilton London Gatwick’s reception department.  I have seen that the department's employees frequently communicated with each other to ensure they were on top of everything, allowing them to clear any confusion.  They valued teamwork, as each employee had a defined role, and the service quality depended on how effectively they performed their responsibilities (Vallen and Vallen, 2012).  For instance, if reservations are not adequately recorded, there may be a chance of assigning the same room to different guests. 
[bookmark: _Toc157034665]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Description
I have recognised several work-based skills and technical knowledge and experienced them in action through my shadowing experience.  Effective communication is critical in the hotel industry.  I have also noticed that organisational and administrative skills are pivotal in providing excellent services.  Technical knowledge is essential, and I have watched hotel employees use computer technology, reservation software, and digital data entry to handle various tasks (Ruetzler et al., 2014). 
Evaluation
These skills are crucial for meeting guest service expectations and upholding the hotel's service standards.  The supervisor emphasises the importance of staying abreast of the industry’s evolving tools and technologies.  
Analysis
For instance, the environment at the front desk is fast-paced.  Employees must multitask to stay on top of reservations, keep records, handle financial transactions, communicate with other departments, etc.  The hotel employees must constantly communicate with the guests and each other.  I have noticed that the friendly demeanour of the front desk employees makes the guests feel comfortable.  One of the things that impressed me quite a lot is how the supervisor guided the employees to identify opportunities to promote additional services and upgrades, showcasing their sales and marketing skills (Meliarini, Sudiarta and Darlina, 2021).  Whenever guests make reservations, their details are placed into the reservation system through computers, requiring up-to-date technical knowledge. 
[bookmark: _Toc157034666]Section 3: Reflection on Organisational Issues
Description
It is expected to face issues when running hotels as popular as the Hilton London Gatwick.  According to Heskett's Service-Profit Chain, addressing guest concerns is essential for immediate guest satisfaction and long-term loyalty (Heskett et al., 2008).  During my placement experience, I observed how the reception manager handled a notable organisational issue that would hurt the hotel's reputation.  During a peak check-in period, a guest was visibly and verbally frustrated as he claimed his reservation did not match their expectations, leading to a potential dissatisfaction scenario. 
Evaluation
Indeed, the issue would negatively impact the hotel's service flow and quality.  The reception department could only move on with the check-in processes smoothly with handling the issue.  They could not allow a guest to remain dissatisfied. 
Analysis
The reception department understood the potential disruption caused by the guest's concerns and quickly took action to resolve the problem.  They had to use their communication and problem-solving skills to identify the reasons behind the guest's frustration (Jawabreh et al., 2022).  Using quick wits and collaboration, the front desk employees switched the guest to a better room that would meet his expectations while maintaining a smooth check-in process for other guests.  I realised that hotel staff needs to be well-trained to handle unexpected situations to uphold the integrity of the Service-Profit chain.  Better training protocols, enhanced communication, and effective guest recovery procedures can prepare the staff for resolving unforeseen issues (Bardi, 2011).  
[bookmark: _Toc157034667]Section 4: Future Action Plan
Description
As I have recognised the importance of work-based skills and technical knowledge in the hotel industry through hands-on experiences, I will strive to gain and enhance these skills and knowledge.  I will seek more opportunities to gain first-hand experience and participate in additional training programs to stay updated with industry trends. 
Evaluation
The action plan resonates with me as I have personal and vocational development goals.  I intend to contribute to my professional growth using the learning experience from this placement opportunity, which will pave the way for a successful career in the hospitality industry. 
Analysis
Now that I know the skills I need to work on, I can set a clear direction regarding increasing my chances of success in the hospitality industry.  I will pursue mentorship from established and experienced individuals, as it can help me refine my skills (Baum, 2002).  Furthermore, I will develop my technical skills by gaining computer literacy.  I plan to take practical courses to help build technical knowledge specific to the hospitality industry. 
[bookmark: _Toc157034668]Conclusion
In conclusion, my experience at the Hilton London Gatwick, where I shadowed the reception manager, has been highly insightful, creating a bridge between my theoretical knowledge and practical application.  I have gained an understanding of guest service standards and the value of developing work-based skills and technical knowledge.  In particular, interpersonal and communication skills, teamwork, multitasking, adaptability, upselling, stress management, problem-solving skills, and computer literacy are required to succeed in the hospitality industry.  Based on my learning, I plan to gain and enhance the relevant skills through practical experience and training.  
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