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Introduction
For this assignment I decided to use Gibb’s reflective model, which is a tool that helps an individual analyse an experience in six stages and learn from them (Appendix 1). According to University of Edinburgh (2024) each stage takes the individual into a different depth of reflection and supports analysis from different perspectives, that is why it is amongst the most popular analysis models, and it is so effective. However, this is not the only model I have used, and I chose it as I am familiar with it; during last years as a student, I have tested more reflection models and this one work best for me.
With the help of Gibb’s model, I will reflect upon my experience at Hotel Ibis Northampton in shadowing the housekeeping department manager of the hotel. Interestingly enough, Ibis hotel does not have it’s own housekeeping team, it collaborates with a contractor named GWC, and when I asked the question ‘Why’ I found out that this implies less responsibility for the General Manager of the hotel, as all reports, housekeeping tasks, staff issues are in the hands of GWC company, so the only duty of the General Manager remains to keep close communication with the housekeeping manager and offer the necessary budget when needed. Also, the communication system between reception, maintenance,  and housekeeping is very efficient: they have a WhatsApp group where all group members can report any situation or keep other updated, such as when a fixing needs to be made in a room, or when a room although is cleaned has a bad smell and should be avoided to be allocated until fresh air replaces the bad smell. In my opinion this is time and cost effective, as staff don’t have to call each department separately, or they don’t have to send numerous emails and waiting for a reply, they simply post it on WhatsApp, and everyone will see the message.
The learning objectives set during shadowing housekeeping Manger are the following:
· Understanding the importance of effective communication between housekeeping, front office, maintenance and General Manager
· Learning how to check if a room has been cleaned properly
· Getting knowledge about housekeeping Manger duties and responsibilities
· Understanding high standards of cleaning policy
Section 1: Reflection on Experience and Personal Development
At first, I was reticent in regard to attending housekeeping department as last year’s placement was not necessary the most effective one, I have experienced, being restricted to the repeating same tasks daily, without being able to expand my knowledge. However, on this occasion I gained insights to the internal policies and found out a lot of useful information about the process that takes place apart from cleaning rooms. All the information I gained are important to me, as I am now able to comprehend how guest services require foremost a good communication between teams. 
For example, I witnessed a situation where a guest had complained about his room having a bad smell when he left the hotel for a lunch and by the time he came back from town he was allocated another room. The key was communication; although he had just mentioned in on a hallway to the housekeeping manager without making a formal complaint or a request for it at the reception, the manager quickly sent a WhatsApp message to reception, and the receptionist called back within seconds to let the manager know that when the guest will be returning reception will let him know that the hotel is sorry for the situation therefore offers another room and asked the housekeeping manager to double check the new room they are about to offer in place. Therefore, I learned that a situation can quickly be dealt with, without even having to go downstairs to report it, and time is crucial when managing guest’s services, as the quicker a problem is solved, the more likely that the guest will forget about the unpleasant situation (Kapiki, 2012). Furthermore, Ray (2021) states that hospitality requires a constant passion for offering excellent customer service, which I think, is exactly what the manager proved on this occasion. 
The example I mentioned proves that, as theory suggests, a guest will always know if he/she is taken care of. Micah (2016) states that “The only metric a guest cares about is this one: one to one. That one guest in front of one associate. Will that associate take care of me? And does that associate care about me?” (Micah, S., The heart of hospitality). Furthermore, this example that is very common and likely to happen was not just handled quickly and efficiently, but it also proved to the guest three hey principles of guest service management (The Success Manual, 2021): - anticipation of needs (housekeeping manager anticipated guest need before asking), - empathy and communication (the manager showed she genuinely cared about the guest experience and she communicated with reception to sort out the issue), - attention to detail (this small gesture might meant a lot to the guest and might even decided if the guest will return or recommend the business to someone else).  
Section 2: Critical Analysis of Work- based Skills and Technical Knowledge
Theory suggests that there has to be a balance between work- based skills and technical knowledge in order to achieve guest satisfaction (Smith, 2024). I strongly agree to this statement, and I will provide a recent example that took place whilst I was checking if the rooms were properly cleaned. I have discovered three rooms in a row that were missing two out of three towels in the bathroom (the one in the shower and the one near the sink). After reporting it to the housekeeping manager I have found out that the lady that cleaned those rooms was a beginner and a foreign national, meaning that perhaps because of poor English skills she did not understand exactly what she needed to do. Therefore, work- based skills are not enough if they are not accompanied by technical skills at the same time, she couldn’t possibly perform her job properly if she did not understand what was required of her, and that obviously can ultimately lead to poor guest satisfaction. 
Section 3: Reflection on Organisational Issues
In the two days that I have spent within housekeeping department I was not able to observe any organisational issues, however if I would have observed/ witnessed any I would have followed the steps that I learned from hospitality theory (Duarte, 2024) that suggests that the competitiveness of the hospitality industry requires mastering problem-solving techniques. Furthermore, a few simple steps such as anticipation, prevention, effective communication, continuous improvement, staff empowerment, or collaborative problem- solving can turn a problem into a quick solving situation (Dr. Almeida, 2022).
However, this lack of experience can bring along a lack of skills for myself, and that gap can further have a negative impact, as an individual needs both positive and negative experiences to ensure the learning experience is objective, and important conclusions can be extracted from a negative experience, like what not to do.

Conclusion and Action Plan
The experience I gained so far during placement has made me realise that the different departments of a hotel should not be considered as separate entities, on the contrary, they must work together and collaborate in order to achieve offering excellent guest service, which will ensure business success. Being able to see both positive and negative guest service has offered me a deeper understanding of the importance guest service plays when dealing with a guest, and it showed me that theory is actually relevant and practical, every theory is rooted in the reality, and applying theories can be beneficial (Sawyers, 2018).
I  appreciate that during placement I was given the opportunity to participate in different departments as it helped me find out that the department that suits me best if reception. With that important finding, I am now able to prepare myself for a possible career. I now have a set of skills and experience that can represent the foundation, and I will continue to improve my skills by researching and then applying for a job, especially that I have also found out that hospitality faces staff shortages very often (Ciapponi, 2023), and for me that can be a good opportunity alongside the skills I already possess. 
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