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[bookmark: _Toc137270700]Introduction
While working at the Hilton Hotel in East Midland Airport, I participated in an online training programme for customer service and gained experience working in the front office. My aims for the placement as well as the learning results will be discussed in this review. In addition to this, I am going to examine my personal, professional, and academic development using the Gibbs reflective cycle.



















[bookmark: _Toc137270701]Overview of the placement 
At the Hilton Hotel near East Midland Airport, they provide an online class on how to better serve guests. The training emphasised extending a kind greeting to visitors, actively listening to them, speaking quietly, and paying attention to their requirements. I was trained in the processes of room booking, check-in and check-out, the distribution of room keys, the reservation of breakfast and dinner, the processing of card payments, the management of car parking reservations, and the answering of guest enquiries while working in the Front Office (reception) department. I will apply Gibbs's reflective cycle to shed light on my experience. 
[image: Script for Reflective practice and reflective writing for nurses, AHPs and  other staff. Gibbs Cycle framework handout Slide 12.]
Figure: Gibbs's reflective cycle
Source: (Williams and Spiro, 2020)
[bookmark: _Toc137270702]Gibbs's reflective cycle
Description: I worked in the Front Office and also completed a course on providing excellent service to guests online. The training emphasised topics such as engaged listening, communication, and maintaining an approachable demeanour throughout its entirety (Wu and Chen, 2019). I was responsible for doing front office duties such as checking guests in, issuing keys, taking reservations, processing payments, and answering queries from guests.
Feelings: My emotions were a mixture of excitement and trepidation as I prepared to put my theoretical knowledge into practice. As I improved my self-assurance and received positive comments from both customers and superiors, I began to feel pleased with the results of my efforts.
Evaluation: My objectives were accomplished thanks to the placement. My abilities in the front office and my communication skills demonstrate that I have achieved the targets outlined in both my action plan and my learning agreement (Jhaiyanuntana and Nomnian, 2020). My knowledge of providing excellent service to guests was significantly improved through training and practice.
Analysis: The placement offered several opportunities for academic growth, personal growth, and vocational growth as well. My work skills increased overall, especially in the areas of guest service and front office operations. My interactions with guests helped me develop my self-confidence, social skills, and professional demeanour. My academic studies were made more credible by putting theory into practice.
Conclusion: The Hilton Hotel was responsible for a major turning point in my life. I was able to achieve my placement objectives and grow as a result of the training and practical experience. I gained knowledge in theory practice, communication, and providing service to guests. However, opportunities that were missed included actively soliciting the input of hotel guests and communicating with other department staff to have a better understanding of hotel operations.
Action plan: I have a plan of action to actively seek the feedback of my customers so that I may enhance my service. I will also interact with employees from other departments to get further knowledge and investigate possibilities for a career in hospitality (Bilsland, Nagy and Smith, 2020). In addition to this, I will apply my theoretical knowledge to problems that occur in the actual world.
Using the Gibbs reflective cycle, I was able to better understand my growth and pinpoint areas in which I could make improvements while I was on placement (Williams and Spiro, 2020). I am quite appreciative that Hilton Hotel has provided me with the opportunity to study and advance in my career, and I am confident that this will be beneficial.







[bookmark: _Toc137270703]Management issue: Communication and coordination 
At the Hilton Hotel, I noticed that maintaining departmental harmony was a struggle. Although everyone working in the Front Office was knowledgeable, including me, problems with communication or delays in the flow of information between departments led to unsatisfied customers and ineffective business practices.
I propose a more robust communication system as well as improved coordination between the various departments. To begin, the hotel may choose to invest in a centralised communication platform, such as a digital messaging system or internal communication software, to facilitate the effective and timely exchange of information across the various departments (Casado, 2012). This would ensure that everyone is kept up to date with visitor requests, room availability, special requests, and modifications to guest reservations.
Officials from each department can get together regularly to talk about upcoming events, visitor arrivals and departures, and other pertinent information. During these meetings, the departments might discuss their requirements and work together to provide consistent experiences for the guests (Bardi, 2010). The department's level of understanding and appreciation, as well as its ability to communicate with one another, can be improved through the use of training programmes or workshops. This would foster a sense of teamwork, respect, and the provision of superior customer service to guests.
To provide support for my proposed solutions, I would use theories such as the Systems Theory and the Communication Theory (ASET, 2017). By putting these strategies into action, Hilton Hotel may be able to improve its communication and coordination, which would result in happier customers, more efficient operations, and stronger cooperation.







[bookmark: _Toc137270704]Evidence of skill development 
At the Hilton Hotel, I was able to actively develop and implement critical skills, such as self-management and development, task management, taking initiative in the face of problems in the workplace, communication, and the application of information.
Self-management and development: I have always taken an active role in my personal development. I plan for the future and assess my progress. I have always made an effort to get better by consulting with my superiors and implementing their suggestions.
Task management: I was in charge of multiple tasks, and I ranked them according to their level of priority and urgency. The ability to manage my time effectively enables me to fulfil deadlines and produce quality work. This competency was necessary for the Front Office, where I had to rapidly respond to requests from guests while still completing other administrative responsibilities (Casado, 2012).
Applying initiative: Additionally, my initiative in the workplace has improved. I am in charge of finding solutions to challenges. I contacted the kitchen staff to make accommodations for a visitor who had dietary requirements that had not been discussed before making the reservation.
Communication: In all of my jobs, I have made it a point to use effective modes of communication. I empathised with the problems that the guests were having (Bardi, 2010). I was also able to interact well and courteously with my co-workers, which contributed to the development of positive working relationships and fruitful teamwork.
Knowledge application: In the end, I put my theoretical understanding into practice by applying it to real-life scenarios. To be able to make better judgements and get better outcomes, I have applied theoretical concepts to my day-to-day work, such as consumer psychology to assess the conduct of guests or revenue management to maximise hotel bookings (ASET, 2017). These applications have helped me.
My time at the Hilton Hotel provided me with several opportunities to develop and exercise essential skills. My experience working in hospitality has helped me develop skills such as self-management, task management, initiative, effective communication, and the application of information. These are all necessary for a successful career in the hospitality industry.
[bookmark: _Toc137270705]Conclusion 
My job, life, and academic development have all changed as a result of my placement at the Hilton Hotel, East Midland Airport. I received instruction in good guest service practices. My learning agreement and action plan, which were centred on front office duties and communication, were successful. By employing the Gibbs reflective cycle, I evaluated my development. I have come to know how important guest feedback and employee engagement are to understanding many topics. These insights will aid my development in the hospitality industry. I was given a strong foundation for a career in guest service by the Hilton Hotel. I value my abilities and experiences. I'm looking forward to applying my knowledge to raise customer satisfaction and organisational effectiveness.
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