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Introduction
	The Coldra Court Hotel is a 4-star hotel in Ireland, part of the larger Celtic Collection of hotels. As part of this collection, the hotel offers guest services such as rooms, dining, health clubs, golf breaks, wedding venues, and meetings and events. The wide range of guest services allows the hotel to serve various guests. Additionally, the housekeeping care environment in this hotel aligns with sustainability efforts. The hotel ensures that it cares for its guests and keeps them safe (The Celtic Collection, 2023). 
	The learning objectives for placement in housekeeping were to understand the importance of cleanliness and hygiene standards in the industry, learn about the several types of cleaning products ensure the housekeeping team understood how to use them, and guide the team on inventory management for cleaning supplies. The role also required me to learn about communication and leadership.

Reflection on Experience and Personal Development
During my placement at Coldra Court Hotel within the Housekeeping department, I had the opportunity to shadow a supervisory position, which was the head of housekeeping role. This experience provided invaluable insights into the operations involved in maintaining ambitious standards of cleanliness and guest satisfaction within a hotel setting. Shadowing the supervisory role allowed me to appreciate the significance of work-based skills and technical knowledge in ensuring efficient housekeeping operations. From coordinating room assignments to overseeing cleaning procedures, I witnessed firsthand the diligence and time management required to meet guest service expectations. I strongly believe that being in a leadership role enabled me to directly impact the guest service delivery process, and this ensured their smooth stay at the hotel. I also had an opportunity to gain experience in inventory management, equipment handling, and quality control. 
To add to this, this experience significantly contributed to my personal and vocational development. Drawing from my previous experience in the hospitality sector, and my academic studies in hospitality management, I could apply theoretical concepts to practical situations. For instance, my understanding of customer service principles from coursework enabled me to effectively manage guest inquiries and complaints during my placement. My academic journey provided a foundation in understanding hospitality management principles, which I could observe in action during my placement. 
I should also mention that previous industry experience sensitised me to the dynamics of guest interactions and service standards, and this enhanced my ability to empathise with guest needs and preferences. Through collaborative efforts with the housekeeping team, I realised the importance of effective communication and teamwork in streamlining operations and ensuring guest satisfaction. The emphasis on task management and time prioritisation in my role further honed my organizational skills, enabling me to navigate the dynamic work environment efficiently.

Critical Analysis of Technical Knowledge and Work-Based Skills
During my placement, I worked in an environment where the work-based skills and technical knowledge were crucial in meeting and exceeding guest service expectations. This experience provided a profound insight into the dynamics of hospitality operations and highlighted the importance of mindfulness, effective communication, and technical proficiency in housekeeping roles in the hotel industry (Giovanni, 2022; Andrade, Miller, and Westover, 2020). For example, diligence was crucial in ensuring that each room was impeccably cleaned, leaving no room for error that could potentially affect a guest's perception of the hotel's standards. Initially, I felt a sense of pressure to realise the level of scrutiny placed on cleanliness standards; but, as I gained firsthand experience and received guidance from supervisors, my confidence in maintaining these high standards grew. My confidence grew because I evaluated the situations that required scrutiny, understood why this was the case, and committed to always ensuring that my standards were high. I realise this is the feeling and evaluation process of the Gibbs reflective model.
Another important aspect of maintaining superior guest service standards, I realised, was effective communication. Within the housekeeping team, clear and efficient communication was fundamental for coordinating tasks, promptly addressing guest requests, and ensuring seamless workflow (Shen, Qian, and Chen, 2020; Sapungan et al., 2019). Witnessing how supervisors effectively conveyed instructions and provided feedback to team members demonstrated the vital role of communication in streamlining operations and enhancing guest satisfaction. I noticed that the communication was clear, timely, and done with respect, which is a crucial aspect of team management in this industry and recommended by Sapungan et al. (2019). To add to this, I gained, technical knowledge regarding cleaning procedures and quality control standards, which was imperative for delivering exceptional service. Understanding the properties of different cleaning products, mastering equipment usage, and adhering to quality control protocols were all crucial elements in ensuring thorough cleanliness and maintaining hygiene standards. I felt confident that I could manage future roles in this position. I also managed to ensure that the team that I supervised, understood these aspects of the job.
Reflecting on these experiences it became evident that work-based skills and technical knowledge are deeply connected with guest service standards in the hospitality industry (Kostuch Media, 2023). Without the necessary expertise in these areas, meeting the ambitious standards expected would be immensely challenging. This realisation shows the ongoing need to continually develop and refine these skills to excel in the hospitality sector and consistently surpass guest expectations, based on my evaluation. My action plan is that moving forward, I am committed to further enhancing my proficiency in these areas to deliver exceptional service and uphold the hotel's reputation for excellence, or any other organisation in which I work.

Reflection on Organisational Issues
One situation regarding guest service stands out vividly during my placement. The issue involved a guest complaint regarding the cleanliness of their room upon check-in. This situation had significant implications for the department's performance, guest service, and overall operations. Firstly, the guest's complaint directly impacted the department's performance by highlighting a potential breakdown in quality control processes. It raised concerns about the thoroughness of cleaning procedures and adherence to standards and reflected negatively on the department's efficiency and diligence. Additionally, the guest's dissatisfaction with the room's cleanliness had immediate repercussions on guest service. It tarnished the hotel's reputation for providing exceptional service, potentially leading to negative reviews, and impacting future bookings. It also created a sense of discomfort and disappointment for the guest, detracting from their overall experience at the hotel. In terms of overall operations, the guest complaint required immediate action to rectify the issue which disrupted workflow and caused additional strain on resources. It showed the importance of effective problem-solving and crisis management within the department to avoid further consequences. The whole situation left me feeling concerned about the hotel's reputation and the guest’s satisfaction levels. Using Gibbs’ model, I evaluated the situation and established that we needed to expeditiously solve this problem to avoid negative consequences. 
As such, in a bid to execute my action plan and to address this issue after careful evaluation and analysis, practical solutions can be implemented based on relevant theories in hospitality management. For instance, adopting the Total Quality Management (TQM) principles can help improve quality control processes and ensure consistency in service delivery (Al-Ababneh, 2021; Ababneh, 2022). Implementing regular inspections and audits can also help identify and rectify any cleanliness issues before they escalate into guest complaints as Al-Sabi et al., (2023) and Chen (2022) advise. Additionally, training programs focused on enhancing staff skills and awareness regarding cleanliness standards can be beneficial. It may also be helpful to provide incentives for exemplary performance and implementing a feedback mechanism for guests to voice concerns, as this can also contribute to continuous improvement in service quality (Lim and Ok, 2021).

Future Action Plan
	Based on the experience I gained in guest service operations at Coldra Court Hotel, I have identified several areas for improvement in work-based skills and technical knowledge. To enhance communication, teamwork, task management, personal skills, and guest services, I plan to implement a comprehensive future action plan. This plan includes participating in communication workshops or courses to refine both verbal and written communication skills and actively seeking feedback to better understand guest needs and team dynamics. Additionally, I aim to engage in team-building activities, collaborate on cross-functional projects, and prioritize tasks effectively by utilizing time management techniques. Investing in personal development through seminars or webinars related to leadership and emotional intelligence will further enhance my professional skills. Continuously seeking feedback from guests and supervisors will help identify areas for improvement in guest services, ensuring the overall enhancement of the guest experience. This action plan aligns with my personal and vocational development goals by focusing on continuous improvement and professional growth within the hospitality industry. By honing these skills, I aim to not only excel in my current role but also advance to higher positions within the organization, contributing to both the success of the hotel and my career progression.

Conclusion
The shadowing experience at the Coldra Court Hotel Housekeeping department has been vital in developing work-based skills, technical knowledge, and understanding of guest service standards. Through direct learning, I grasped the significance of attention to detail, effective communication, and teamwork in achieving excellence. This experience, coupled with personal and vocational development, has provided a solid foundation for future career aspirations in the hospitality industry. By continuously refining these skills and embracing growth opportunities, I am committed to contributing positively to guest service operations and pursuing a fulfilling career dedicated to exceeding guest expectations.
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