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In this assignment, I will utilise the Gibbs reflective cycle framework within this student log to showcase how I’ve grasped my placement experience.
Description: The first day of my placement in the housekeeping department at the Hilton London Watford was exciting and worrying. As soon as I entered the busy housekeeping division, Mr. Cristopher the manager, gave me a warm welcome and introduced me to their diligent team. She took her time as she outlined their responsibilities, laying the groundwork for a day packed with information on how the department functions. 
Feelings: My joy and worry mixed as I was handed off to my mentor. The day was about to begin, and I couldn't wait to start learning all there was to know about the housekeeping division.
Evaluation: My placement's major focus was to provide me with hands-on training in the hospitality industry, particularly in the area of customer service, which is where I felt I could most benefit from the placement. As my academic interests are in the sector of hospitality, getting a placement in this hotel gave me the chance to get valuable experience that will help me in the future.
Throughout the course of my placement, I was responsible for a wide range of activities that advanced my goals. My supervisor, took the time to teach me all I needed to know about cleaning and preparing guest rooms, handling laundry, and guaranteeing guests' satisfaction (Walker, 2017). It wasn't enough to merely make the beds; it required careful attention to detail. My goal was quite clear: to offer each visitor a beautiful and welcoming atmosphere, and that meant changing the sheets, restocking the amenities, and making sure the room was clean on a regular basis (Bhatnagar and Dheeraj, 2019).
The HEART Model, which I learned in my academic module, is fundamental in my effort to ensure guest satisfaction through housekeeping. My every encounter with visitors is guided by the concepts of H.E.A.R.T., which stands for Hospitality, Empathy, Attitude, Respect, and Teamwork. I always referred to this model as a guide to giving excellent customer service. For example, after being assigned to arrange a room for a newly married couple, I saw the significance of this framework in ensuring visitor happiness. I needed to make the visitors feel comfortable and at ease, as I knew this was a special day for them. I had to use my empathy to determine what they could want or need and then act accordingly. I realised early on that maintaining a positive outlook and a sense of excitement for my work was essential (Zagade and Tyagi, 2017). Also, I had to demonstrate respect to them, and thus, I took extra precautions not to damage the room or their belongings. I worked closely with my coworkers to make sure every detail was taken care of, from floral arrangements to leaving a letter of congratulations on the table. This situation brilliantly demonstrated how theoretical understanding can be directly used in the real world (Raghubalan and Raghubalan, 2015).
In addition, the knowledge I gained in class was really helpful in my work placement. Every day, I employed the concepts I learned about the importance of body language, tone of voice, and the words used in conversation (Bharwani and Jauhari, 2017). These skills weren’t optional for dealing with guests but rather necessary for guest satisfaction. For example, I applied my knowledge of the significance of tone and body language when assisting a visitor who was checking in early. Although the room was not ready yet, I expressed my enthusiasm and desire to help. By relieving the guest's distress and improving their initial experience of the hotel, this made a favourable first impression (Singh, 2013). The emphasis on word choice and empathy that I had learned in my coursework came into play as I attempted to describe the problem and provide solutions. I realised that the difference between a happy and an unhappy customer frequently rested in these seemingly insignificant nuances.
Also, the placement allowed me to practice the housekeeping standards I learned during my studies, such as making beds, arranging pillows and cleaning surfaces. For instance, my ability to perform meticulously under pressure was tested when a celebrity visitor checked in. From the neatly arranged bedding to the spotless bathroom, nothing was overlooked (Frantz and Misal, 2016). I used the opportunity to show how well I can perform under pressure and put my expertise to use.
Although I learned a lot during my time in the housekeeping department at the Hilton London Watford, the nature of the job often prevented me from exploring other departments of hospitality management (Andrade, Miller and Westover, 2020). For instance, if given the opportunity, I would have liked to spend more time learning about inventory management. I might have gained a deeper appreciation for resource management and long-term sustainability in the department if I had the time to learn how to make the most efficient use of cleaning supplies, coordinate with suppliers, and manage costs in a real-world situation (Park and Choi, 2020). Unfortunately, there is limited time for such in-depth learning because of the needs of everyday operations.
Analysis: That being said, working in the housekeeping department provides me with new and interesting challenges every day. As a member of the housekeeping staff, I clean and prepare guest rooms to Hilton's high standards. Different situations call for different approaches, such as when setting up a room for a family with children vs when preparing it for a couple on a romantic holiday. More importantly, managing numerous rooms at once and attending to guests' needs in a timely manner required me to learn how to set priorities and stick to them. One day, for instance, we had a family check-in with two infants. This posed a new set of difficulties. I had to make sure there were enough towels, cribs, and kid-friendly toiletries available. In addition, we made the kids feel at home by placing stuffed animals on their beds. Not only did I learn new things, but I also saw firsthand how crucial it is to adapt to the specific requirements of each individual visitor (Lee et al., 2022).
However, I feel that Hilton London Watford has some managerial issues that need to be addressed in order to avoid disruptions while providing guest service. During my time here, I faced a management challenge associated with fostering open lines of communication and cohesive teams (Kusluvan et al., 2019). Frequently, the morning and night shifts failed to coordinate properly on guest requests and room preparations because of misunderstandings. In the end, this problem caused guests to become dissatisfied, which went against Hilton's standards for guest service.
To solve this issue, I proposed holding a daily briefing meeting with representatives from both shifts. Teams would use this time to go over the day's schedule, talk about what guests like and don't like, and finish off any loose ends. By fostering more openness and cooperation among staff members, the initiative has increased Hilton London Watford’s employee performance and increased customer satisfaction (Rajini, 2016). From this point, it was clear to me that the key to addressing difficult management problems was good communication and teamwork.
Conclusion: My placement in housekeeping at the Hilton London Watford has been an incredible learning opportunity that has helped me grow professionally, personally, and academically. My experience with guests has helped me develop skills in self-management, task management, taking the initiative to find solutions, and improving my communication abilities. My academic knowledge, such as The HEART Model, gave me a solid basis for providing exceptional service to guests and put my education to use every day. While the fast-paced and busy nature of the housekeeping job meant I lost out on certain learning opportunities, overall, the experience helped me develop into a more capable and flexible hospitality worker who is ready to take on the challenges that lie ahead.
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