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Introduction
Ibis London Hotel is a reputable hotel in the hospitality sector, with the housekeeping department as one of the departments. The Ibis London Hotel's housekeeping department functions as the establishment's pulse, ensuring a smooth customer journey from check-in to departure. As Casado (2012) also states, this department is the most adaptable and includes reception, concierge, housekeeping, and guest relations, collectively ensuring that guests get premium service and comfort. This paper reflects on my experiential learning while on placement. With the help of Gibbs' Reflective Cycle, the paper captures the major lessons through description, feelings, evaluation, analysis, conclusion, and an action plan. My learning objectives in this placement experience are to obtain housekeeping operation knowledge, develop my work-based skills in task management, detail orientation, and quality control, and gain technical knowledge on processes like cleaning, inventory management, and guest satisfaction. I also aim to identify the role of personal skills in meeting and managing guest services within a housekeeping context.
Reflection on Experience and Personal Development
The role of shadowing a supervisor in the Ibis London Hotel's housekeeping department gave me a chance to see what is behind the scenes of the critical hotel operations in the housekeeping department. The minute I stepped through the department doors, I was immediately aware of the demanding yet attentive nature of the job, which entails maintaining the highest cleanliness and order standards to attain guest satisfaction. I gained insights daily watching my department head exhibit great concern for details, from check-in to the end of a guest's stay. He demonstrated the highest level of attention to detail while inspecting cleaned rooms for the slightest imperfection and coordinating urgent requests promptly and orderly. The immense backstage efforts that are essential to upholding the hotel's polished and pristine look were emphasised for shadowing. Applying such skills as task prioritisation, organisation, time management, and quality control by my supervisors was critical in synchronising, motivating, and maximising the efficiency of their work teams, as Rughubalan (2009) also highlights.
This placement has been my first industrial experience; therefore, I do not have previous experience. However, my academic coursework in hospitality management also provided crucial foundational knowledge on guest service principles, equipping me to understand supervisors' decisions and problem-solving approaches better. By proactively asking questions and offering my perspectives, I aimed to use this experience to multiply my practical and theoretical competencies. The fast-paced nature of this department underscores the direct linkage between housekeeping performance and guest satisfaction (Ghorbani, 2023). When everything is done well, visitors can enjoy their stay without realising how people and procedures are coordinated behind the scenes (Morrison, 2022). This exposure gave me the privilege of working in an industry devoted solely to crafting positive guest experiences, as Fallon and Rutherford (2010) also highlight.
Critical Analysis of Work-Based Skills and Technical Knowledge
While doing housekeeping for Ibis London, I learned the criticality of possessing both housekeeping skills and a functional understanding of running a housekeeping department effectively. Improved through intensive practical training, supervisors utilise their organisational, detail-oriented, and professional cleaning knowledge and skills to coordinate complex schedules, respond to cases in real-time, and overdeliver the guest's expectations. According to Wood (2013), effective work skills such as time management and immediate problem-solving were the keys to the success of the supervisors who successfully directed the teams. I noted how they skillfully dissect the tasks and distribute the duties based on individual ability to get the best possible results. As stated by Nelwan (2020), adaptation in cross-training turned out to be a vital factor in dealing with the daily changing needs on the floor. Teamwork was at its best when the team members possessed soft communication, adaptability, and composure skills. This kept the team functioning fine, even during the most stressful public events.
Supervisors' technical knowledge was high because they knew the type and use of cleaning agents, equipment, techniques, and compliance processes to train staff and perform quality checks. Stocking and supply chain management also become specialisations, covering product selection, restocking, budgeting, and sustainability measures (Kumar, Bhagat, and Kumar, 2021). According to Shah (2021), adopting preventative technologies in areas like security offered additional chances to address and resolve guest issues before they came up. These skills gave me confidence in delivering above-target guest satisfaction and departmental goals at Ibis London, UK. My experience, on the other hand, highlighted the fundamental value of housekeeping and raised a desire for me to lead in this particular function.
Reflection on Organisational Issues
A noteworthy issue I have noted is the problem of poor time management from the staff, which was evident as one guest complained about an unpleasant room experience not reflecting the images depicted by the department. This resulted from employees who claimed they were handling other tasks and had not finished before the guest arrived. With mounting delays, guest frustration became increasingly real and affected our service delivery perception. This was a significant issue affecting the department and the hotel, as the brand image was negatively impacted. The supervisor's competency in handling his department and employees who lack work ethics were also questioned. The supervisor rushed in and divided tasks, prioritising them and offering to work overtime to ensure the guest was comfortable, as he provided proactive updates to clarify things. This crisis was handled within hours by swift mobilisation, proving that crisis management is essential for leaders and business environments.
I have realised that there is a chance to create a backup framework for variation in preventive measures. Volume or algorithmic systems would provide a near-term projection of the daily demand shifts that could be utilised for preemptive staff elevations. Furthermore, training employees on time management skills would be essential in guiding them during work shifts (Johnston, Clark, and Shulver, 2012). Proactive communication around protocols will help avoid guest hassle, while projected technology integration will facilitate delegating tasks. This experience highlighted the broader integration of housekeeping with branding and brought out customer-focused solutions. As a future leader, I learned that individuals should have predefined flexibility to resolve unexpected disputes promptly and still be consistent with market volatility.

 
 
Future Action Plan
	Area for Improvement
	Specific Steps
	Expected Outcomes
	Alignment with Goals

	Communication skills
	Take a communication and public speaking course. 
Practice active listening and paraphrasing with colleagues.
Provide clear instructions to the housekeeping staff.
	Improved ability to communicate ideas effectively.
Increased clarity when providing instructions
	Improve communication skills to be an effective leader.

	Teamwork
	Organise more team-building activities. 
Recognise team members' strengths and delegate accordingly. 
Foster open communication among the team.
	greater collaboration and cohesion among staff 
More efficient delegation of tasks
	Build a cohesive and supportive team environment.

	Task Management
	Take a time management course. 
Prioritise urgent tasks effectively. 
Use checklists and scheduling tools.
	Tasks completed promptly
reduced delays or backlogs
	Manage a smooth housekeeping operation.

	Personal Skills
	Practice empathy, patience, and composure during stressful situations. 
Role-play various scenarios to improve problem-solving skills. 
Seek feedback from colleagues.
	Calm and reassuring demeanour when issues arise
Quick and sensible solutions to problems
	Present a helpful and encouraging presence to guests.

	Guest Services
	Set higher standards for room cleanliness. 
Respond swiftly to all guest requests. 
Follow up with guests regularly about their experience.
	Spotless and inviting room environments 
Prompt fulfilment of guest needs 
Increased guest satisfaction
	Provide exceptional, personalised service that exceeds guest expectations.

	Professional Growth
	Shadow other departments to understand full hotel operations. 
Pursue additional hospitality management certifications. 
Take on increasing responsibilities.
	broad understanding of integrated hotel functions
Advanced expertise in hospitality management
preparation for a leadership role
	Gain well-rounded expertise to take on a management role.


 
Conclusion
In conclusion, the deep and involved shadowing experience in housekeeping at the Ibis London Hotel was a revelation, as it helped me develop my work-based skills, master the technicalities, and realise the unique challenges involved in maintaining cleanliness in a busy hotel. The lessons I learned during this placement will surely influence my future work in housekeeping operations. A tactical action plan with a strong training focus, effective staff management, strict quality control, and personal skills development will be a strategic roadmap. Therefore, by implementing these suggestions, I aim to leave a legacy of a positive and permanent effect on the follow-up housekeeping activities, never losing sight of the target of excellence and always providing the highest level of customer satisfaction at the hotel.
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