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[bookmark: _Toc191552745]Introduction 
The reflective learning log highlights my observations, which evaluates the key skills, and suggests solutions to improve guest service operations. This reflection applies industry knowledge, I have developed professional skills in hospitality management through my experience at Novotel Milton Keynes is a mid-scale hotel with 124 rooms, including accessible options. It offers housekeeping, dining, and event spaces. Housekeeping is important for maintaining cleanliness, comfort, and guest satisfaction or experience. Through this reflection, I analyze my experiences in shadowing a housekeeping supervisor, addressing staff shortages, service delays, and developing hospitality skills. Additionally, I explore personal development, challenges faced, and organizational issues that impact guest service operations.
[bookmark: _Toc191552746]Reflection on Experience and Personal Development 
[bookmark: _Toc191552747]Experience of Shadowing a Supervisor in Housekeeping
During my placement, I shadowed a housekeeping supervisor at Novotel Milton Keynes that plays a vital role in maintaining cleanliness and guest satisfaction or experience. Daily operations include room cleaning, quality checks, and coordination with reception to ensure smooth service. Strict standards are followed to maintain efficiency and guest comfort or satisfaction. The supervisor's role that involves managing room assignments, inspections, and staff coordination (Chou et al., 2023). However, I encountered challenges due to staff shortages, which significantly increased the workload. The various key responsibilities that include conducting room checks, updating reception about room availability, and handling guest requests such as extra towels or special room setups. These tasks require a strong attention to detail and efficient teamwork. Some challenges that arose due to staff shortages, which increased the workload for the existing team (Winter et al., 2020). Despite these challenges, I learned how to work under pressure and developed adaptability skills to handle last-minute changes.
[bookmark: _Toc191552748]Personal and Vocational Development
In the personal and vocational development, this experience improved my communication and teamwork skills and management. The effective coordination with reception and maintenance was vital to ensure guest satisfaction or experience (Shorey et al., 2019). Clear communication helped in resolving issues and managing expectations efficiently. Problem-solving skills were improved when dealing with room readiness delays (Molinini et al., 2021). Adaptability was playing a vital role in handling last-minute changes and unexpected guest requests. Learning to work under pressure strengthened professional skills. Exposure to the hospitality industry provided understandings into Novotel’s housekeeping standards (Moe, 2024). I also realized how theoretical concepts from my studies at Levels 4 to 6 apply in real-world scenarios. Understanding industry procedures in a practical setting made my coursework more relevant and easier to grasp. Ultimately, this experience strengthened my technical and work-based skills, preparing me for future roles in hospitality management.
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[bookmark: _Toc191552750]Key Work-Based Skills Developed
Attention to detail became a key still for me in in housekeeping, as clean and well-maintained rooms improve guest satisfaction or loyalty and meet safety standards. Regular inspections helped me guarantee good service. Guest interaction skills are also important. Responding to special requests, such as extra towels or room adjustments, enhances the guest experience (Moldovan, 2019). Clear communication with guests and staff helps resolve issues quickly. Managing multiple tasks under time constraints was initially challenging, but I improved my prioritization and time management skills over time (Goldsby et al., 2020). Balancing room cleaning schedules while coordinating with reception helped me understand the importance of efficiency. 
[bookmark: _Toc191552751]Technical Knowledge Gained
With the help of using Opera Cloud PMS that improved efficiency level in tracking room statuses. I found it difficult, but with practice, I improved my efficiency in tracking room statuses, updating registrations, and managing check-outs in real time. The system updates registrations, check-outs, and room availability in real time, allowing better coordination between housekeeping and reception (Li, 2020). Through the understanding in housekeeping procedures and quality control standards guaranteed cleanliness and guest comfort or satisfaction.  Additionally, I gained knowledge about housekeeping procedures, quality control, and health and safety compliance. Learning these technical aspects increased my confidence in handling daily. Fire evacuation training provided me with essential emergency response skills, while hygiene policies helped me understand the importance of maintaining industry cleaning standards. on this, learning these technical aspects improved confidence in managing daily tasks (Weeratian Tawanwongsri and Tharin Phenwan, 2019). 
[bookmark: _Toc191552752]Importance of These Skills in Guest Service Operations
The skills I developed directly impact guest satisfaction. Clean rooms, efficient service, and quick responses improve the guest experience. Positive reviews help increase a hotel’s reputation and revenue. I also compared Novotel to industry standards highlights areas for improvement. Some hotels use automated housekeeping scheduling, while others focus on staff training. Herzberg’s Two-Factor Theory explains in what way motivation and hygiene factors affect staff performance (Alrawahi et al., 2020). This reflection made me realize that both technical and soft skills are crucial for maintaining high service standards and advancing my career in hospitality management.
[bookmark: _Toc191552753]Reflection on Organisational Issues
[bookmark: _Toc191552754]Identified Issue: Staff Shortages and Service Delays in Housekeeping
One major issue I observed was the shortage of staff in the housekeeping department caused significant delays in check-ins at Novotel Milton Keynes. The shortage in the workforce, many rooms ended up dirty and ready later than scheduled, leading to the discontent of the clients. Dissatisfied clients typically pinned the complaints at the reception, in turn exposing the reception staff to the challenge of balancing expectations. The challenge also correlated to having an impact in hotel operation because delayed readiness in the rooms impacted the check-ins. The workload in the housekeeping department reached a point, and the workload translates to pressure, weariness, and the quality of the cleanings impaired (Hsieh et al., 2025). 
[bookmark: _Toc191552755]Causes of the Issue
The main cause of the shortage in the workforce was workforce turnover, a common problem in the hospitality industry (Winter et al., 2020). I noticed that excessive workload, long hours, and relatively low wages made it difficult for the hotel to retain staff. Additionally, during peak periods, the lack of contingency planning worsened the situation, as the available workforce struggled to keep up with the increased demand (Hsieh et al., 2025). Additionally, the physicality of work in housekeeping roles made it difficult to retain staff. Some of the employees found the work exhausting, leading to high turnover and failure to replace staff.
[bookmark: _Toc191552756]Analysis and Solutions (Using Gibbs’ Reflective Cycle)
Reflecting on this issue, I believe that improved workforce planning could have minimized delays and improved service quality (Ikin Syamsudin Adeani et al., 2020). In the short term, the hotel could have better scheduling of staff and temporary staff could be hired during peak seasons. This would enable the workload to be evenly distributed and unnecessary delays avoided. In the long term, good recruitment and retention strategies could minimize staff turnover. Offering incentives, career development, and training programs would make staff stay. Furthermore, the application of automated housekeeping management software could enhance task efficiency and real-time monitoring of room readiness (Naufal Thoriq et al., 2024). These
[bookmark: _Toc191552757]Conclusion and Action Plan 
The learning log provides me key insights into housekeeping operations and guest service management at Novotel Milton Keynes. Shadowing a supervisor allowed me to improve time management, teamwork, and problem-solving skills (Moe, 2024). I also identified staff shortages and service delays highlighted the need for better workforce planning and adaptability (Winter et al., 2020). My experience reinforced my understanding of technical knowledge and guest service standards in hospitality. Personal and vocational development shaped future career goals. The placement strengthened decision-making and industry knowledge. Future steps include enhancing skills and preparing for supervisory roles. Through this placement, I strengthened my decision-making skills and industry knowledge. Looking ahead, I plan to enhance my skills further and prepare for leadership roles in hospitality management.
Future Action Plan for Career Development
	Objective
	Action Steps
	Expected Outcome

	Improve problem-solving and decision-making skills
	Participate in industry workshops and complete hospitality case studies.
	Develop critical thinking and handle challenges effectively.

	Gain further training in hotel management software
	Enroll in Opera Cloud PMS training and attend technical skill workshops.
	Enhance efficiency in managing hotel operations.

	Seek leadership and supervisory roles
	Apply for team leader roles in future placements or jobs.
	Gain practical management experience for career advancement.
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