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Using Gibbs' Reflective Cycle(1988), I will provide a structured reflection on my placement within the housekeeping department at Delta Marriott Swansea, focusing on my experiences, the challenges I faced, and the lessons learned, particularly in the context of having to perform both my duties and those of a porter due to staff shortages (Lockyer, 2005).
Shadowing Jackie, the housekeeping supervisor at Delta Marriott Swansea (2024), was intended to be a comprehensive learning experience to immerse me in the nuances of hotel guest service operations, particularly within the housekeeping department. My previous role at the Hilton London Canary Wharf (2024), where I worked as a room cleaner in 2020, offered me a foundational understanding of the demands and responsibilities of maintaining high cleanliness and guest satisfaction standards. That experience was crucial, yet it did not fully prepared me for the multifaceted challenges I would face at Delta Marriott Swansea.
Due to unforeseen porter staff shortages at Delta Marriott (2024), my responsibilities expanded beyond the expected scope of room cleaning to include porter duties. This unexpected shift in roles required me to adapt quickly, managing both the cleaning of rooms and the logistical tasks typically managed by porters, such as delivering linens and managing laundry (Oliver,1980). 
The necessity to juggle these roles not only increased the job's physical demands but also placed a significant strain on my ability to manage time effectively. The combined pressures and increased workload led to a sense of burnout (Frost,1983), diminishing my enjoyment of the work and impacting my overall well-being. This strain was further compounded by the challenge of completing the 160 hours of work placement required by the University, as the dual responsibilities slowed my progress, extending the time needed to fulfil my placement obligations (Bailey et al.,2003).
The primary objectives of my placement were multifaceted. Firstly, I aimed to deepen my understanding of guest service operations from a holistic perspective, recognising that each role within the hotel contributes to the overall guest experience (Oh,1999). Secondly, I sought to develop my work-based skills and technical knowledge, particularly in housekeeping (Bailey et al., 2003), where precision, efficiency, and attention to detail are paramount. Additionally, I aimed to enhance my capabilities in critical areas crucial to success in the hospitality industry, including communication, teamwork, task management, personal skills, and guest services. These skills are essential not only for individual success but also for the effective operation of the hotel, ensuring that guest expectations are met and exceeded.
Reflecting on this experience, the ability to swiftly adapt to operational needs, coupled with a solid foundation in work-based skills and technical knowledge, is crucial in the dynamic environment of hotel guest service operations (Solnet et al.,2009). 
While the challenges I faced (Wang et al.,2014) were significant, they provided a profound learning experience that equipped me with a deeper understanding of the complexities of the hospitality industry and the diverse skill set required to excel within it. During my shadowing experience, the importance of work-based skills and technical knowledge became evident. Delivering linen to all four floors under tight time constraints highlighted the necessity of demanding work, efficient task management, and the ability to work under pressure (Ma et al.,2021). 
These skills were crucial in ensuring that the housekeeping staff had everything they needed to clean the rooms promptly, maintaining the hotel's standards for guest service. This experience reinforced the relevance of these skills to meeting and exceeding guest service expectations.
A particularly challenging situation was juggling cleaning rooms and simultaneously performing the porter's duties. This included delivering linen and sorting laundry from the shack, physically demanding and time-consuming tasks. 
This issue impacted my ability to perform my duties efficiently and had broader implications for the department's performance and guest service (Combs et al.,2006). The dual roles led to extended cleaning room times, which could affect guest satisfaction.
Practical solutions to these challenges (Jay et al.,2000) could include implementing a more flexible staffing model to cover absences or shortages and introducing cross-training programs. Cross-training would ensure staff members can perform multiple roles, enhancing the department's adaptability. Applying theories such as Lean Management (Gładysz et al.,2020) could also streamline operations, reducing waste and improving efficiency.
Based on my experience, areas for improvement include enhancing communication between team members to coordinate tasks better and manage time, improving teamwork to distribute workloads more evenly, and increasing the focus on task management to manage dual roles more effectively (Jay et al.,2000).
Strategies for Enhancement:
I have put a few key strategies in place to ensure I am well-equipped to manage the challenges of a dynamic work environment. Firstly, I am implementing regular training sessions that focus on cross-functional skills. This initiative aims to foster a versatile workforce capable of stepping into distinct roles as needed, thus ensuring our operations remain seamless even in the face of unexpected challenges. By broadening our team's skill set, we enhance our operational resilience and provide our staff with valuable personal development opportunities.
Additionally, I recognise the importance of clear and efficient communication within our team. To this end, I have established clear communication channels for reporting issues and coordinating tasks (Dawkins,2005).
This system is designed to streamline our internal processes, making it easier for team members to share information, raise concerns, and collaborate effectively. By improving our communication infrastructure, we can prevent minor issues from escalating into major problems, thus maintaining the ambitious standards of service our clients expect from us.
Moreover, I am introducing a buddy system to pair less experienced staff with mentors. This approach, inspired by Luckner et al. (1997), facilitates better on-the-job learning and support. Through this system, new team members can benefit from the guidance and expertise of our more seasoned staff, accelerating their learning curve and integrating them more effectively into our operations. This mentorship model enhances the skill level of our entire team and fosters a culture of collaboration and support, which is essential for our long-term success. 
These measures are part of my broader strategy to build a more flexible, capable, and cohesive team. By investing in our people and optimising our internal processes, I am confident we can tackle any challenge that comes our way, maintaining our reputation for excellence and innovation. Alignment with Development Goals: This action plan aligns with my personal and vocational development goals (Van Der Vegt et al.,2015) by building resilience, enhancing adaptability, and improving the ability to manage multiple responsibilities simultaneously. It contributes to my professional growth within the hospitality industry by preparing me for various challenges.
I feel motivated and excited about this plan. The prospect of deepening my understanding and skills in the hospitality sector is invigorating. I am particularly enthusiastic about the opportunity to blend academic learning with real-world experience, which is crucial for my professional development (Boss et al.,2022). 
Reflecting on this action plan, I recognise its potential to significantly enhance my capabilities and prepare me for a successful career in the hospitality industry. It is well-aligned with my career goals and addresses the critical competencies required.
Nevertheless, the plan is robust, addressing theoretical and practical learning aspects. It balances formal training and experiential learning, essential for comprehensive skill development, focusing on specific areas like time management and communication, which are particularly relevant to the dynamic nature of guest service operations (Gilmore et al.,2002).

Conclusion
Reflecting on my placement at Delta Marriott Swansea using Gibbs' Reflective Cycle (1988), I have highlighted the critical role of work-based skills and technical knowledge in guest service operations. Despite the challenges encountered, such as performing dual roles due to staff shortages, this experience has been invaluable. It assessed my ability to work under pressure and manage multiple tasks and provided insights into the importance of communication, teamwork, and efficiency in maintaining high guest service standards. Technical knowledge, such as correctly using cleaning chemicals and familiarity with housekeeping equipment, is critical in maintaining safety and hygiene standards. Understanding the right products and techniques for varied materials and surfaces is crucial to prevent damage and ensure thorough cleaning. This knowledge is essential in the current context, where guests are increasingly concerned about hygiene and cleanliness (Hussain et al.,2016).

Moving forward, the lessons learned and the action plan developed from this reflection will be instrumental in shaping my future career aspirations within the hotel guest service industry, emphasising the value of personal and vocational development in achieving excellence in hospitality.
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