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[bookmark: _fht50oh95tj4]Introduction

I studied under Northampton's busy Hilton Hotel's housekeeping manager. Witnessing daily operations impacted my view of hospitality. I focused on housekeeping, the unsung heroes who make guests feel at home (Das et al., 2021). Hospitality needs housekeeping but sometimes neglects it. Guest pleasure demands cleanliness and detail (Wood, 2015).  The housekeeping staff works hard to ensure every room meets these high standards, increasing customers' perception of the hotel.

Technology helps housekeeping managers do this delicate cleaning dance. System brain "On Q" displays room availability and guest status (check-in/out, overstays). Management upgrades the hotel staff's "perfect room" app after gathering this data. This software organises rooms and workdays. Unoccupied rooms need a thorough clean, including fresh bedding and a bathroom scrub, while overstayers need a light clean. Staff must work hard and prioritise cleaning 10 rooms in six hours (Enz & Siguaw, 2003).  The "perfect room" app helps room attendants manage cleaning tasks. Hotel room attendants receive linen daily to stay efficient.

This essay describes my Gibbs Reflective Model experience (Hopkinson, 2020). The process includes a description, feelings, evaluation, analysis, conclusion, and action plan. It helps me learn from my observations, discover development opportunities, and advance my hospitality career.

[bookmark: _ydjig54qfnhe]Main body
[bookmark: _fl5bloajp34p]Description 

My Hilton Hotel Northampton housekeeping shadowing gave me insight into its everyday operations. The manager taught me how to treat guests and ensure a wonderful stay.

Using OnQ, a hotel property management system, the manager assigned and updated rooms well. For the manager, On Q detected empty rooms and late checkouts. This data updates Perfect Rooms App, an internal housekeeping tool. Perfect Rooms App assigns housekeepers daily room and work plans (Das et al., 2021; Enz & Siguaw, 2003). Overstayer rooms need cleaning for future days of stay. Unoccupied rooms needed new guest bedding and bathroom cleaning. To maximise productivity, we cleaned 10 rooms per 6-hour shift. This allocation ensured guest room care and workload consistency (Bhatnagar & Nim, 2019). Housekeepers have room and work access with the Perfect Room App. Managers and staff communicated better and fulfilled hotel tasks (Jones & Siag, 2009).

Daily linen delivery helped housework. Room attendants and housekeeping received new sheets daily. Restocking filled rooms (Dafillin & Wijoyo, 2024). Overall, my shadowing experience illuminated Hilton Hotel cleaning. I learned how to clean and provide outstanding service from the manager's creative technologies and task distribution.
[bookmark: _syycy2v6kemp]Feelings 
My internship at the Hilton Hotel in Northampton was intriguing. I enjoy studying hospitality guest service (Jones & Siag, 2009). Mixed feelings accompanied excitement. I was concerned about my housekeeping and maintenance skills but wanted to learn. Despite my anxieties, I wanted to study in a demanding setting (Anthonisz, 2014). I doubted I could handle housekeeping and maintenance, which guests rarely see. Despite my reservations, learning about hospitality operations intrigued me.
Despite my reservations, I found Hilton operations fascinating. How guest service operations ensure customer satisfaction interests me (Manhas & Tukamushaba, 2015). I was excited and apprehensive to shadow at the Hilton Hotel and learn as much as possible. I embraced challenges and unpredictability in hotel management.
[bookmark: _oyt3urlci4re]Evaluation 

My shadowing experience taught me to respect hotel cleanliness and maintenance. Guest services fascinated me (Jones & Siag, 2009). As I helped the manager with everyday activities, I saw how important cleanliness and care were to guests. A huge surprise during my placement was how tight the cleanliness requirements are (Silva et al., 2019). We designed everything—housekeeping and maintenance—to make guests feel at home (Anthonisz, 2014). I learned about hotel operations from a prominent manager who scheduled people, organised duties, and handled unanticipated maintenance concerns.

The placement taught me time management, prioritisation, and organisation (Choy et al., 2021). Housekeepers must prepare ahead to clean many rooms rapidly (Bhatnagar & Nim, 2019). I learned efficiency and customer service by shadowing the manager and cleaning. Operational difficulties and possibilities tested my adaptability and problem-solving skills (Manhas & Tukamushaba, 2015). I became resilient and imaginative when faced with high occupancy-related room cleaning delays or unforeseen maintenance concerns (Silva et al., 2019). I solved problems with the cleaning team and streamlined operations by using resources.

The placement prioritised innovation and visitor happiness (Enz & Siguaw, 2003). OnQ software with the Perfect Room App increased hotel cleaning productivity (Das et al., 2021). Seeing these innovative tools in practice confirmed my opinion that innovation is essential in the competitive hospitality sector.

Finally, shadowing Hilton housekeeping and maintenance changed me personally and professionally. I observed and learned how cleanliness and maintenance improve guest satisfaction. My time management, organisation, and problem-solving skills will help hospitality.
[bookmark: _qlna9ep31kfn]Analysis 

This shadowing at Hilton Hotel taught me managers' complex duties and departmental cooperation (Rajak, 2023). The manager had to plan theoretically, monitor staff, and solve problems in addition to managing everyday operations. The manager coordinated with cleaning and maintenance staff to clean guest rooms and public spaces (Jones & Thomas, 2007). 

To fulfil guest expectations, I learned to constantly review and improve cleaning (Jones & Thomas, 2007). The hotel addressed service quality issues using checklists, reports, and performance appraisals. This iterative quality management system shows the hotel's dedication to customer happiness and growth. The shadowing experience showed how to avoid significant personnel turnover and its impact on service quality (Silva et al., 2019). Although hospitality has high turnover, the hotel invests in recruitment, retention, and training to keep its staff skilled and engaged. To reduce turnover and preserve service quality, the hotel offered competitive compensation, continual training, and a pleasant work environment (Silva et al., 2019). I saw technology and software improve operations and service (Chang, 2020). The Perfect Room App and On Q software automate hotel room distribution, staff scheduling, and task requests. This enhanced operational efficiency and real-time policy and resource allocation. Smart gadgets and housekeeping management software boosted staff efficiency, error reduction, and visitor satisfaction (Chang, 2020). 

Finally, my shadowing showed how leadership, process optimisation, and technology improve visitor experiences. The hotel showed its dedication to guest service by appreciating the manager's complexity, prioritising improvement, and using technology to speed up procedures. I will create and improve hospitality visitor experiences using these insights and learnings.

[bookmark: _thpp8kecnrbq]Conclusion

The Hilton Hotel Northampton housekeeping manager changed housekeeping's elaborate protocols and highlighted its crucial, often overlooked role in visitor happiness (Das et al., 2021). I improved my cleaning skills showing the dedication and abilities needed to impress guests. Tech simplified the work further like Real-time "On Q" room vacancy data allowed the management to allocate "perfect room" chores. The programme gave room attendants particular cleaning instructions for each room, from minor tidies for overstayers to thorough cleanings for abandoned rooms (Enz & Siguaw, 2003).  The crew cleaned 10 rooms in six hours using these strategies, illustrating the importance of time management and departmental communication (Jones, Thomas, and Jones, 207).

The event boosted my housekeeping skills and motivation.  The observed approaches were useful; however, proactive maintenance may reduce cleaning concerns and improve guest comfort (Choy, Cheng, and Yu, 2021). Innovative housekeeping methods and technologies could improve guest satisfaction and productivity (Anthonisz, 2014; Dafillin and Wijoyo, 2024). Finally, this experience helped my hospitality career. The Gibbs Reflective Model (Hopkinson, 2020) helps me evaluate my observations, identify areas for improvement, and apply these lessons. I learned about housekeeping's complicated dance and its unrivalled impact on client pleasure from this experience. My goal in the growing hospitality sector is to generate great customer experiences through learning and progress.  

[bookmark: _r1iy9gstlhp2]Action Plan 

I want to learn about cleaning and maintenance, especially Chang's (2020) preventive maintenance, via shadowing. Keep industrial technologies and policies to avoid visitor interruptions. I'll practice unexpected problem-solving. Silva et al. (2019) suggest I strengthen my communication with guests and coworkers. This job taught me time management, which I'll improve. In the short period between guest check-out and check-in, Mogelonsky (2022) suggests time management to finish cleaning. Prioritising and managing time increases productivity. I will actively seek supervisory and co-worker comments to improve. Sarmah (2022) says regular feedback keeps standards high. Feedback like this helps me adapt to hotel operations' fast pace. I will also improve departmental communication and cooperation to please guests. Choy et al. (2021) recommend housekeeping and other departments collaborate to maintain high standards and resolve concerns quickly. I'll explain staff communication and coordination technology. This action plan builds on shadowing by concentrating on continual development and adaptability to improve hotel service and experience.
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