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[bookmark: _Toc181701502]Introduction
Hotel operations management refers to overseeing and coordinating various activities within a hotel to ensure efficient and smooth daily operations. Managing hotel operations encompasses a range of responsibilities, including front office management, housekeeping, food and beverage services, and guest relations (Bardi, 2012). For effective hotel administration, practical skills and technical knowledge is required that I have gained from the experience of Abbots Barton Hotel, where I have been placed in housekeeping department. So, in the following section of this paper, I will be reflecting my experience utilising Kolb’s learning cycle to identify important skills and technical knowledge required for performing hotel management operations along with organisational issues.


[bookmark: _Toc181701503]Section 1: Reflection on experience and personal Development 
Before the placement at Abbots Barton hotel as a housekeeper, it was quite theoretical understanding that I have developed regarding the hospitality and guest service. Practical view in hospitality industry deepen my knowledge about the interacting operations and the role effective management. In this section the invaluable journey from 23 September 2024 to 15 November 2024 as housekeeper will be reflected according to Reflective model of Kolb.
The reflective model of Kolb is referred to as “experience learning”. The basis for this model is our own experience, which is then reviewed, analysed and evaluated systematically (Morris, 2020). The component of this model is applied on my journey as a housekeeper.
[image: ]Figure 1 Kolb’s Reflective Model
Source: (Brown, 2022)



Concrete experience:  The shadowing placement as housekeeper demanded me for working in a team which is responsible for guest room maintenance and ensures standard services. This task also requires for maintains effective communication and coordination with other departments such as maintenance and front office.
Reflective Observation: My observation identifies the housekeeping tasks as one of demanding department in hospitality industry which is attributed as a high-pressure job during the peak hours. I learnt how supervisors prioritise their tasks, allocate resource, maintain workforce and deals with urgent requests.
Abstract conceptualisation:  The experience forms my observation which circle around the key skills and knowledge including, effective communication, time management, attention to detail shape the guest experience. I come to understand that each and every department, contributes in hotel for seamless operation that ultimately drive smooth guest experience.
Active experimentation: Holding my eyes ahead, I am forming plan to dive within hospitals industry where I can refine and apply my gather experiences to better perform enhancing skills such as Communication, time management and so on and I am looking forward to gather more experience within hospitals industry. This reflection enables me to understand necessary skills more deeply and prepare myself for effective future roles.


[bookmark: _Toc181701504]Section 2: Analysis of work-based Skills and Technical knowledge 
According to Casado (2012), Housekeeping department plays a key role in hotel management as they directly impact the experience of guest and they holds most of the service encounter enhancing guest satisfaction. Form my observation at Abbots Barton hotel, to perform the role of a housekeeper, certain skills including communication skill, team work ability, Time management and so on and technical knowledge including dusting, cleaning, and related knowledges are imperative.
Work – based skills 
Communication skills is key for any workplace which is also a paramount within the industry of hospitality as subordinates need to communicate continuously and clearly to colleagues, staffs and guest (Raghubalan, 2009). I observed during the placement in Abbots hotel, that my supervisors have to communicate to convey their message across various channels such as verbally, written and over digital medium. For staffs, the sense of appropriate communication is crucial when dealing with guests.
Team work is another important aspect of hospitality management as to serve the guest the whole workforce must engage within themselves in order to provide service seamlessly. (Raybould & Wilkins, 2006). In my experience, I identified myself as a team player while attending team meetings, coordinating colleagues and serving guests.
In order to response with high quality service delivery, Task management is one of the crucial skills required by a housekeeper (Jones, 2007).  From my experience in Abbots Barton hotel as a housekeeper, I really explore that finishing tasks timely with excellent accuracy is one of the critical expertise a housekeeper can possess.
Technical knowledge 
Along with some works-based skills, certain technical expertise is also required in order to serve the quest as a housekeeper that includes cleaning procedures, management of inventory, and scheduling of staff. A housekeeper must possess the knowledge regarding cleaning and hygiene for which staff can be trained (Indeed, 2023). Moreover, staff must be able to utilise inventory properly. 

[bookmark: _Toc181701505]Section 3: Reflection on Organisational Issue 
As labour shortages and employee burnout continue to plague the hospitality industry, more than 53 % of U.K managers in hospitality industry say they are suffering due to staff shortage (Axonify, 2024). I have performed the tasks of housekeeper at Abbots Barton hotel spanning from 23 September to 15 November and during this period, from my personal experience I have identified that the organisation is also struggling with lack of staff at peak hours. This phenomenon gives a sense of stagnation within the hotel, hindering them from scaling and keeping up with the market While it may appear to be merely a matter of quantity—meaning not having enough personnel—it also pertains to quality (Roelen-Blasberg, 2024).The team of that department remained overwhelmed at weekend when high room turnover demanded because of shortage of staff which ultimately cause delay for readiness of room or has to compromise with the cleanses of rooms. Guest dissatisfaction tends to be on the surface as they have to wait for check-ins and they also concerned for cleanliness. Add to that, the staff team has to operate under pressure as they perform stressful tasks alone without proper aid from colleagues due to shortage in staff personnel that affects the morale of housekeepers and down their productivity that ultimately leads to dissatisfied employees within the organisation. 
To combat the issue, from my personal overview, I think cross training of other staff from different department such as front office who can participate in basic activities of housekeeping can be a possible solution during the peak hours. This will provide an alternative of recruiting of full-time housekeepers and reinforce additional support when needed. Additionally, introducing technologies for say, Task management software to streamline the tasks, balance workload and set priority related to housekeeping can be a possible way of dealing staff shortage.


[bookmark: _Toc181701506]Conclusion 
Performing at Abbot Barton hotel to gain shadowing experience was invaluable journey that introduces me with required work-based skills and technical knowledge in hospitality industry. This journey has also deepened my knowledge of hotel administration. To achieve operational excellence and guest satisfaction certain skills such as time management, teamwork, effective communication and attention to detail – all crucial skills I perform will guide my up coming career journey. Real time experience enables me to identify how overall guest satisfaction and hotel standards are achieved by every single contribution. This journey signifies my personal and vocational development that arouse my interest further to participate in advanced training programme in software skills such as Task management. Overall, I can conclude that this shadowing journey contributes invaluable skills and knowledge to my future professional life.
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