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1. [bookmark: _Toc213395401]Introduction
My placement was in Hampton by Hilton London Luton Airport, a contemporary three-star hotel which provides its guests with comfort, convenience, and value. It primarily caters to passengers who travel via Luton Airport and primarily aims at fast and friendly services. The hotel has various departments that comprise front office, housekeeping, kitchen, and maintenance. My time was mostly spent in the kitchen department, where I was serving under the supervision of Fabio, along with the assistance of Anna, Salma, and Demie. The breakfast service at this hotel is a self-service buffet, and the clients serve themselves with food and beverages. My daily chores involved cleaning tables, filling the buffet, serving small requests of the guests, and keeping the dining area clean and presentable. The other departments were not as accessible to me. I had only two days of working at reception, and since the bar was located within the reception, there were no customers visiting during my time.
2. [bookmark: _Toc213395402]Department Reflection
2.1 [bookmark: _Toc213395403]Overview of the Kitchen Department

The kitchen department has a vital role to play in the operations of Hampton by Hilton. It takes care of food preparation, cleanliness, and breakfast service for guests. The process of housekeeping and kitchen, as it is defined by Jones (2008) form a significant part of the hotel image since the cleanliness and efficiency of the kitchen heavily affect the guest’s satisfaction. The staff works early in the morning and prepares hot and cold meals like scrambled eggs, sausages, pastries, and fruit. Guests can eat between 6:00 and 10:00 a.m. The kitchen staff is busy during this period to ensure the kitchen is stocked, cleared, and the space is maintained. My primary responsibilities in the course of my placement were arranging and clearing tables between visitors, assisting the cooks in preparing and serving the food, and attending to other guests, like the delivery of plant-based milk, replenishing coffee machines and food carts, and making sure the buffet area was clean and presentable at all times. According to O’Fallon and Rutherford (2020), communication among the front-line employees is a crucial factor in the delivery of consistent service quality and satisfaction among the guests.
2.2 [bookmark: _Toc213395404]Key Issue Observed  Limited Guest Interaction
Lack of interaction between staff and guests was one of the problems I saw at my placement. Since it was a self-service breakfast, guests would, in most cases, leave without interaction with any member of staff. This minimized the opportunity of offering customised service or collecting feedback. Walker (2021) notes that personal contact is the key element of hospitality due to forming emotional relationships with guests. At Hampton by Hilton, warm and friendly behaviour is encouraged through a notion of the brand known as Hamptonality. I observed that, though in the morning when there were many customers to serve, the majority of staff did not address any other tasks but cleaning and restocking. Consequently, communication opportunities with guests were not realized in most cases. As an example, not all guests knew that it was possible to order gluten-free or vegetarian food. It is their bad fortune that someone would have explained this. A hotel needs to trade off efficiency and the quality of emotional service in Operations Management (Johnston et al., 2012).
2.3 [bookmark: _Toc213395405]Theoretical Link Marketing and Guest Experience

Marketing does not just involve advertising a hotel, but also involves providing a good experience to a guest when staying. According to Felce (2019), systems and people are important in the quality of service. The employees will improve the overall brand image when they are able to communicate effectively as well as be helpful. The SERVQUAL model, as explained by Wood (2013), constructs five important dimensions of service quality, which include reliability, assurance, tangibles, empathy, and responsiveness. Tangibles (clean tables, fresh food) and reliability (serving food on time) were high in the breakfast area. Nevertheless, it was a weaker aspect of empathy and responsiveness since staff did not have much time to communicate with their guests. Jayanti (2023) emphasises that contemporary hotel business is shifting to the guest-centred service, in which any contact, regardless of its insignificance, must be significant. 

2.4 [bookmark: _Toc213395406]Reflection on Learning and Leadership
The concrete experience stage occurred when I was engaged in a job during the rush breakfast period and witnessed how Fabio managed the group effectively and with a calm hand. His leadership style was democratic, which allowed each one to give opinions and be accountable. This strategy encouraged members of the team and allowed me to feel free to ask questions. According to Casado (2011), to supervise in the hotel department, open communication and trust are key elements, and Fabio demonstrated them in the course of his daily activities.
During the reflective observation phase, I was reflecting on the way his clear instructions and teamwork led to the minimization of errors and stress. When the breakfast got busy, Fabio assigned work properly and monitored the progress of each one. His leadership was respectful, and thus, the environment was good, and it was demonstrated that collaboration enhances efficiency. 
At the level of abstract conceptualisation, I related these experiences to what I acquired in Management and Organisational Behaviour at Level 5. Team building and the motivation of employees are often strengthened by leaders who engage employees in decision-making. The manner in which Fabio involved everyone was compatible with this theory and enabled me to understand the relationship between theory and practice.
During the active experimentation phase, I embarked on the practice of what I have learned by making my own habits better. I also got to know that time management and planning are very vital since you might be five minutes late, and that may interfere with others. I began to schedule work in a more appropriate manner and assist my teammates without being requested. According to Raghubalan and Raghubalan (2009), multicultural teamwork in the hospitality sector works effectively when all is conducted in terms of patience and respect.
2.5 [bookmark: _Toc213395407] Improvement Plan (Three Steps)
Step 1: An assignment of a Rotational Guest Service Role
The morning could also be dedicated by one of the team members to the interaction with the guests, specifically welcoming them, introducing them to the menu, and asking whether they require help.
 Placements and teamwork, according to Hagg (2013), have the best chances of succeeding when people have defined roles and responsibilities.
Step 2: Develop a Basic Guest Feedback System
A short comment card or online survey board at the exit of the breakfast area would be used to gather information regarding food, cleanliness, and friendliness of services. Anon (2010) advises that all work-based learning should include reflection and feedback to facilitate improvement and professional development.
Step 3: Kitchen Short Customer-Service Training of Kitchen Staff
Employees should also have a brief communication, empathy, and problem-solving workshop with the guests. This would make them strike a balance between work effectiveness and personal warmth. Training increases consistency as well as making sure that service delivery is both operational and emotionally satisfying, as Johnston, Clark, and Shulver (2012) point out.
3. [bookmark: _Toc213395408]Conclusion
The experience at Hampton by Hilton Luton Airport taught me that operations, teamwork, and quality of service and customer satisfaction are correlated. My experience in the kitchen made me realize that the work that does not presuppose direct contact with the guests is highly necessary to the overall success of the hospitality industry. The absence of communication with guests was the primary difficulty, and that gave me a notion of how minor changes might make a huge difference in experience.

4. References
Anon (2010). A Good Practice Guide for Placement and Other Work-based Learning Opportunities in Higher Education – Good Practice for Placements Guides – Volume 2. 52 (4). doi:10.1108/et.2010.00452dab.013.
Bardi, J. A. (2011). Hotel front office management. John Wiley & Sons, Inc.. 
Casado, M. A. (2011). Housekeeping management. John Wiley & Sons.
Felce, A. (2019). Managing the quality of higher education in apprenticeships. Higher Education, Skills and Work-Based Learning, 9(2), 141-148.
Hagg, E. (2013). Internship guide: work placements step by step. The Hague: Eleven International Publishing, Cop.
Jayanti, J. (2023). Hotel housekeeping management: Changing trends and developments.
Johnston, R., Clark, G. & Shulver, M. (2012). Operations management. Pearson Education.
Jones, T. J. (2008). Professional management of housekeeping operations. John Wiley and Sons.
O’Fallon, M.J. and Rutherford, D.G. (2020). Hotel Management and Operations. Hoboken, N.J.: Wiley.
Raghubalan, G., and Raghubalan, S. (2009). Hotel housekeeping: Operations and management. Oxford, UK: Oxford University Press.
Walker (2021). Introduction to hospitality. Eight, Global edition. Harlow, England, Pearson.
Wood, R.C (2013). Key Concepts in Hospitality Management2014 1, Edited by Wood R.C. Key Concepts in Hospitality Management Los Angeles, London, New Delhi, Singapore, Washington DC Sage Publications 2013 978-1-4462-0068-1,978-1-4462-0069-8(PBK) $91.23 hardcover, $32.40 paperback. International Journal of Contemporary Hospitality Management, 26(2), pp.324–325. doi:https://doi.org/10.1108/ijchm-04-2013-0184

image1.png
Al Declaration

“I confirm that T have not used my Al tool in this research and creation of this assignment. T
confim that T have not presented any AI generated materials as my own work. I confirm T
have copies of my drafts, notes, and other resources I used, which I may be asked to provide

in evidence.”




