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As part of the placement, I was placed in an Ibis budget hotel, in Newport Wales. I am using the Gibbs Reflective cycle framework as the model to prepare the reflection of my learnings and experience shadowing supervisory role in housekeeping. Consolidating my experience, undoubtedly contributed to my growth and development within a hotel set-up as the experience helped to gain knowledge and practical experience in the vital areas of housekeeping operations. Ibis New Bort is a budget hotel that offers affordable 103 rooms, 24*7 front desk service and a fully equipped housekeeping service. (Ibis,2024) The Gibbs reflective framework was developed by Graham Gibbs in 1988 to give structure for learning from experience which allows users to analyse the same through 6 distinctive steps; - Description, feelings, evaluation, analysis, conclusion and action plan (Jasper. M, 2013) The experience will be reflected based on development in particular with work-based skills and technical knowledge which are essential to develop productivity and competitive advantage in hospitality roles. 

To describe  The major work based skills experienced  in communication, teamwork and operations were strong interpersonal skills, high standard of professional communication , ability to work as a team, feeling of urgency during high occupancy, taking up additional tasks , complete the daily tasks based on daily checklist, report changes/ emergencies, prioritisation, adhere to operational standards and quality guidelines, productivity and efficiency, effective use of equipments, room materials, water, electricity and chemicals and the technical knowledge includes good knowledge on room services, specifications, facilities and services, knowledge on health and safety practices, knowledge on chemicals and usages , rules, regulations and policies, technological requirements  etc  (Thomas. J, 2018) Also I observed daily duties of a supervisor starting from the morning such as assessing daily requirements, scheduling staff, offering guidelines, special requests, ensuring room inventories, monitoring, health and hygiene checks, managing staff shortages, addressing challenges, reporting and documentation  etc. While shadowing supervisor gave me insights about the importance of adhering to service standards, how to address various guest requests, how to ensure the rooms are ready at any time, and types of immediate requests for example a guest urgently requested an additional kid's bed in their room, how to respond professionally for example avoid personal questions like “how is your family, instead we can ask “did you sleep well? which is an indirect feedback check on your service quality. I could also observe how the supervisor is keen on health and hygiene protocol and checks that ensure staff are using chemicals and cleaning products safely and keeps an eye on the usage of colour-coded clothes to avoid cross-contamination. I could also observe cross-functional leadership to ensure smooth delivery of services. (HSMAI, 2024) 

Discussing feelings, initially, I was not aware of the complexity involved in the housekeeping services but once I witnessed the tremendous effort it changed my mind. I feel motivated to see the team tirelessly working to perform the best of their effort and understand how important it is to stay positive and motivated within the fast-paced job atmosphere. My supervisor was very supportive and knowledgeable, I learnt that only a positive work environment can produce a high level of motivated and efficient staff who are loyal and committed to achieving organisational goals. (Gu. J. et.al 2022) As I progressed, I realised how important it is to ensure continuous learning and upskill ourselves in work-based skills and technical knowledge to stay competitive.  I received hands-on experience in housekeeping tasks such as room arrangement, cleaning, hovering the door area, linen change, handling stationary, bathroom cleaning, working on the computer etc There were challenging situations such as last-minute room changes for example, guest booked a double bed and requested separate beds once reached etc addressed immediately with effective teamwork and good negotiation skills. I felt a sense of accomplishment while completing my part of the task successfully towards an overall team effort and learnt to respond to concerns and requests more calmly. 

While evaluating the experience, I truly believe that Ibis is committed to their staff workforce similarly the employees are also highly committed to the brand. They are loyal and put the best of their efforts on even small tasks and the supervisors are extremely supportive and appreciative of their attention to detail performance. Herzberg's Motivation-Hygiene Theory, also known as the factor theory, explains where motivator (intrinsic factors) factors lead to satisfaction such as recognition, support, and growth opportunities, and it leads to long-term benefits (. Herzberg.F, 1968)  I also noticed how service quality boost guest satisfaction.  (Mubiri J, 2016) For example, cleaning doesn’t mean mopping only the visible areas or cleaning only the surfaces hiding the unclean areas, raising excuses for hygiene failure, but it is about deep cleaning, spreading fresh linens, arranging the furniture and beds per quality standards, arranging and position in-room supplies as per the guidelines, etc Considering the things that did not work effectively were communication during challenging situations. For instance, During high occupancy, I realised the importance of clear instructions, plans and points of contact. Simultaneous requests need to be handled such as maintenance, additional beds, and extra cleaning when all the departments are working at their peak. The communication between the team members or between departments sometimes becomes unclear which ends up in service delays and guest dissatisfaction.
Analysing, while working for reputed brands. I learnt that sound technical knowledge is critical in daily housekeeping routines, cleaning practices, chemical handling, the right chemical on the right surface, colour-coded cloth usage, and prevention of cross-contamination and this has a direct impact on customers. Enhancing work-based skills such as interpersonal communication, teamwork, and operational efficiency, leadership skills, contingency management also have a direct impact on companies' profitability and sustainability. (Filimonau. V, et.al 2020)   Professional communication can indeed create the best impression. For example, a staff member misunderstood an old man and woman as a couple and asked why they needed two different rooms. They had to explain that they were just friends. This gave me the insight to avoid assumptions and rather, address the real needs of guests instead of creating discomfort. I realised effective inventory and resource management are pivotal and observed that it needs good experience to forecast the need and plan accordingly to prevent shortages and wastages. For example, the supervisor conducting timely checks on inventories such as linen, toiletries etc has a direct impact on cost management. Another essential work-based skill which I need to improve is scheduling. I have learnt that scheduling and continuous support are the backbone of housekeeping efficiency, and everything flows accordingly. 

Discussing an issue encountered, a woman raised a complaint as the bed is too low which is causing her back pain and requested replacement. The complaint was immediately brought to the attention and the supervisor was empathetic towards the guest and informed her the problem could be resolved within no time. An additional bed was provided on top of the current one immediately and resolved the issue. The supervisor asked for her feedback and the guest was happy and comfortable. I believe adding a few additional questions during the booking stage regarding special concerns can avoid such situations in the future. Addressing such issues can create a positive brand reputation for example a lot of people review their stay on public booking platforms and 91% of customers aged 18-34 trust online reviews and a good review can enhance brand image in public (Deflorian. A, 2019)

To conclude, I achieved a comprehensive understanding of all the housekeeping areas through shadowing and practical experience which improved my abilities in work-based skills and technical knowledge I clearly understand that the term housekeeping is not just cleaning but includes keeping the areas neat, keeping things organised and free of hazards and creating a clean and safe environment (Vaughan. T, 2010) which has a great impact on guest satisfaction Therefore I need to strengthen my abilities and upskill myself to become a successful housekeeping supervisor. 


[bookmark: _q0a4mwrgogn]Action Plan
· Enhance cross-functional leadership abilities. 
· Enhance work-based skills, especially interpersonal skills leadership skills and technical knowledge, especially computer knowledge. 
· Earn specific certifications to improve competitive advantage in the job market. 
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