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Introduction
I will use Gibbs’ Reflective Cycle (1988), which consists of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This model provides a structured approach to critically assessing my experiences while shadowing supervisory roles in the Housekeeping, Maintenance, and Meetings and Events departments.
By following this reflective process, I can carefully examine each situation during my experience. This process helps me to understand my emotional responses, and evaluate the effectiveness of my actions. It will also support me identify strengths, areas for improvement, and opportunities to enhance my professional skills.
In the Housekeeping department, I will reflect on how cleanliness standards, time management, and staff coordination impact guest satisfaction. In Maintenance, I will assess how problem-solving and technical knowledge contribute to a smooth-running hotel environment. (Casado 2012) While working in Meetings and Events, I will analyse how effective communication, organization, and teamwork ensure successful event execution.
Through this structured reflection, I aim to gain deeper insights into leadership responsibilities and decision-making in hotel operations. This process helps me to improve my ability to handle challenges but also help me develop a proactive approach to problem-solving and service excellence. My main goal is to apply these learnings to become a more confident hospitality professional.

Housekeeping Department
Description: During my shadowing experience in the housekeeping department, I assisted in room cleaning, setup, and responding to guest requests for extra towels and toiletries. One key challenge I faced was keeping up with the fast-paced cleaning schedule, and I also misunderstood a guest’s request, leading to a delay in service.
Feelings: First, I felt overwhelmed by the speed and efficiency required in housekeeping operations. However, as I adapted, I gained confidence and developed a greater appreciation for attention to detail and time management.
Evaluation: A major lesson learned was the importance of active listening in ensuring guest needs are met accurately. Additionally, time management is a critical skill that contributes to overall efficiency in housekeeping operations. A positive experience was receiving a guest’s compliment for my attention to detail.
Analysis: Housekeeping plays a crucial role in guest satisfaction, as cleanliness directly impacts guest perceptions of the hotel. Misunderstanding guest requests can lead to dissatisfaction, emphasizing the importance of communication skills in this role. (Rghubalan 2009)
Conclusion: This experience highlighted the need for strong listening skills, efficiency, and attention to detail in meeting guest expectations.
Action Plan: Moving forward, I will work on improving my ability to clarify guest requests by repeating instructions back to them and prioritizing tasks to improve efficiency.

Maintenance Department
Description: While shadowing maintenance supervisors, I observed how they handled guest complaints about room conditions and worked on preventive maintenance tasks. One particular challenge was managing urgent repairs while minimizing guest inconvenience.
Feelings: First, I  felt unprepared to assist in technical aspects but gradually understood how communication between departments is essential in resolving maintenance issues efficiently.
Evaluation: Effective communication between housekeeping, front desk, and maintenance teams ensures quick resolution of issues. A key takeaway was learning how preventive maintenance reduces long-term complaints and enhances guest satisfaction.
Analysis: Technical knowledge about basic maintenance concerns, such as HVAC issues and plumbing, is vital for guest service managers. Understanding how maintenance affects the overall guest experience has improved my ability to address concerns proactively.
Conclusion: A hotel’s maintenance operations are fundamental in delivering seamless guest experiences. My exposure to maintenance operations has increased my awareness of the technical aspects required in hotel management. (Infraspeak 2024)
Action Plan: I will familiarize myself with common maintenance issues and standard troubleshooting steps to improve my ability to support maintenance teams effectively.

Meetings and Events Department
Description: During my experience we had a meeting event. I shadowed event supervisors in setting up meeting rooms, coordinating with catering services, and handling last-minute guest requests. Managing multiple guest expectations simultaneously was a big challenge.
Feelings: At times, I felt pressured due to last-minute changes, but I found satisfaction in successfully coordinating an event that met client expectations.
Evaluation: Managing guest expectations in meetings and events requires strong organizational and problem-solving skills. A positive experience was resolving a last-minute request for additional seating, which was well received by the client.
Analysis: The experience emphasized the importance of flexibility, communication, and problem-solving in ensuring successful event execution. Handling guest concerns efficiently can enhance the hotel's reputation for event services.
Conclusion: This role required a high level of adaptability and organization, which are key skills in hospitality management. (Lacelle 2023)
Action Plan: I will improve my multitasking skills and enhance my ability to anticipate guest needs in event settings.
Critical Evaluation 
The development of work-based skills, including active listening, time management, problem-solving, and multitasking, is crucial in hospitality. These skills ensure smooth operations and enhance guest satisfaction. My experience has reinforced that technical knowledge, such as understanding housekeeping standards, maintenance procedures, and event coordination, is essential for effective hotel management. (Tewan 2009)
Through my placement, I have realized the significance of these skills in managing guest service expectations. For instance, my ability to handle guest complaints has improved due to practical exposure, strengthening my conflict-resolution skills. Additionally, my understanding of interdepartmental coordination has deepened, reinforcing the importance of teamwork in delivering exceptional guest experiences.
Guest Service Issue experience
During my placement, I experienced a guest complaint regarding a delay in room service. The guest was dissatisfied due to a miscommunication between housekeeping and front desk teams, resulting in an extended wait time.
Impact:
· The delay affected operational efficiency within housekeeping.
· The hotel’s reputation was at risk due to the complaint.
To address such issues, I suggest implementing a digital tracking system where guest requests are logged in real-time and monitored across departments. This would ensure prompt service delivery and improve communication efficiency.



Conclusion 
My placement experience has given me valuable knowledge about managing guest expectations and providing good service. During this time, I improved my problem-solving, communication, and time-management skills, which are important for a career in hospitality.
I also learned how to handle guest requests, solve service issues, and adapt to different situations. These experiences have helped me stay calm under pressure while delivering great customer service. (QAA 2018)
In the future, I would like to develop my leadership skills and learn more about hotel operations. I aim to improve my knowledge of areas like managing bookings, using technology in hotels, and working well with a team.
By applying what I have learned, I hope to make guests happier, improve hotel services, and help businesses run more smoothly. My goal is to create great guest experiences and contribute to the success of hotels in the future.
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