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Placement within certain areas of hotels can allow the improvement of diversified skills and knowledge because of the connection and collaboration between various departments in hotels (Wood, 2013). Managing guest experience through housekeeping and maintenance is very challenging. This reflective journal will be prepared based on my placement in the housekeeping and maintenance departments within the hotel. The experience, learning and developments through the placement period will be evaluated through the application of the Gibbs reflective model. 
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Gibbs' reflective model is one of the most used reflective models that has several components to describe reflection on a particular experience (Markkanen et al., 2020). For this reason, the application of the Gibbs reflective model will be presented here to describe the experience of working in guest service operations.
Description: I worked within the housekeeping and maintenance departments to manage guest service operations. Managing daily operations was my assigned task within the hotel. To ensure proper management of customer service within the hotel, every day I attended the briefings at the start of the day. In addition, managing staff who are assigned to clean rooms are ensured by me. Also, I was directly involved in managing guest complaints and ensuring high customer service quality. Resolving the complaints and maintaining the customer satisfaction level was ensured. Moreover, I had to help the senior managers during the peak periods to manage guests more effectively.
Feelings: I was anxious and excited about the placement opportunity as the guest service operation. The placement within the housekeeping and maintenance department is different from working in the front office (Johnston et al., 2012).  I was keen to learn the strategies and daily activities to ensure high customer service by working in the maintenance and housekeeping divisions. By working in these departments, I understood the role and strategies which were the source of positive feelings for me.
Evaluation: The experience of the placement within the housekeeping and maintenance divisions was very effective for people who want to build a career in this field (Barusman and Rulian, 2020). Although I faced some challenges, I was able to understand the daily activities that are required within these departments. The strategies of managing guests, resolving their issues and meeting their requirements improved my knowledge. However, I faced challenges in the beginning days to cope with the continuous communication requirements to work in these departments. Because of the necessity of ensuring effective communication in the housekeeping department, I was afraid of making mistakes which gave me a negative experience in the beginning days.
Analysis: The experience of working in the maintenance and housekeeping departments improved my interpersonal skills to improve guest satisfaction. As these two departments in hotels work closely to increase guest satisfaction, employees are required to have various interpersonal skills. By managing the inventory such as cleaning supplies, delegating tasks to staff, and collaborating between managers and staff, I was able to improve my communication and people management skills. I was able to improve my flexibility, leadership and emotional intelligence throughout the placement.
Conclusion: After completing the placement, I realised I could have done better in various activities to improve guest satisfaction. I could have been more careful about daily planning. In addition, I could have gained more knowledge by coordinating more with managers and staff within these two departments. However, my experience was positive because of completed daily tasks and improved the skills that I wanted to develop while working as a guest service supervisor.
Action Plan: To work in the housekeeping and maintenance divisions in the future, I will have to improve my communication skills. In addition, I will try to improve my knowledge about working in these divisions based on attending workshops. Improving my knowledge of people management and conflict resolution will be ensured so that I can work as a supervisor in these departments in the future.
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Working in the housekeeping and maintenance departments can improve various interpersonal skills (Vallen et al., 2014). Hotel companies work to gain customer satisfaction by providing comfortable and high-quality room services. Supervisor roles within these two departments were important for understanding the strategies for maintaining staff and increasing customer satisfaction (Nimri et al., 2020). Continuous planning, directing staff liaising between managers and staff, etc activities improved my communication skills. Time management skills were developed based on managing a clear routine every day for completing the tasks assigned. It will be crucial in the future to work in similar departments of hotels (Andrade et al., 2021). While working in these departments, my understanding of effective time management strategies improved my capabilities to maintain a routine for every day. The development of time management ability will not only help in a similar role but also help in completing work every day within a limited timeline (Longart, 2020). Moreover, the placement in the housekeeping and maintenance departments allowed the development of leadership skills because of the management of staff for ensuring higher guest services. Maintaining staff and improving their morale was a difficult task (Ushakov et al., 2020). However, in my collaborative role in the hotel, I was able to improve my leadership skills. By gathering a positive experience and improving various skills related to guest satisfaction improvement, I will be able to work more effectively in these departments. 
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During my placement in Ibis Budget Newport within the housekeeping and maintenance departments, I encountered an issue with a guest one evening. The air conditioner (AC) within the room of the guest was not working. The guest immediately complained but the maintenance department could not solve the issue because of having no technician at that time. Due to the off hours, it was difficult for the front desk office to find an AC technician at that moment. Also, as there was no room available, the guest had to stay in that room which created guest dissatisfaction. To solve the issue, the front desk offered a partial refund and an additional fan for the guest. However, this created a negative experience for the guest as he could not get the expected services from the hotel which is the key factor for improving customer satisfaction in hotel businesses (Giousmpasoglou and Marinakou, 2021). Partial refund and replacing the expected service didn’t work properly to solve the issue and both front office and the maintenance departments didn’t have any other option to solve the issue. 
My proposed solution to the problem is to ensure a proper maintenance programme within the hotel. As these are electric items and problems can arise at any time, the maintenance department needs to have proper contact with technicians in case of emergency. Having a backup system is crucial to overcome this kind of situation (Pusiran, 2020). Moreover, a follow-up approach can be taken by the manager of the hotel to send a small apology message. This kind of gesture can improve the customer satisfaction. Offering free breakfast or a small discount on check-ins can reduce guest dissatisfaction (Ali et al., 2021). This can also improve guest retention by the hotel. 


[bookmark: _Toc181064742]Conclusion and Action Plan
Placement in the housekeeping and maintenance departments in hotels can be a great source of gathering diversified experience. Due to the management of guest service by working in the maintenance and housekeeping departments, I was able to gain a better understanding of managing staff, inventory and proper planning. The knowledge about collaboration, teamwork, leadership, planning, etc. has improved my ability to work in a similar position in the future. The acquired knowledge because of placement in these departments also improved the path of working in similar positions in the future. I will work on the development of my leadership skills because of the necessity of leadership skills to work with staff and managers to improve the guest experience. 
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