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[bookmark: _heading=h.gjdgxs]1. Introduction 
The experienced Coldra Court Hotel in Newport, UK, delivers top-notch guest services across diverse departments, including Housekeeping, Maintenance, Leisure Club, and Meetings & Events. Due to effective operations, highly competent employees, and customer-centric philosophy, the hotel excels at offering excellent guest experiences (Coldra Court Hotel, 2025). Effective management control, technical expertise, and effective departmental coordination are called for to preserve high levels of guest service standards.
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To gain an appreciation of the critical work-based skills and technical know-how needed to efficiently manage guest expectations, the aim of this placement was to watch a supervisory role within a chosen department (Coldra Court Hotel, 2025). The objective of this experience was to hone the leadership, communication, problem-solving, and operational effectiveness skills required to ensure smooth service delivery. Secondly, the placement also offered a chance to experience and comprehend hotel operations complexities, teamwork, and how the supervisors ensure visitor enjoyment and quality of service.
[bookmark: _heading=h.30j0zll]2. Reflection on Experience
In order to reflect on my experience of shadowing a supervisory role at Coldra Court Hotel, I shall use Gibbs' Reflective Cycle (1988) that covers Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This model will offer a guided structure in order to evaluate the learning outcomes gained through my placement experience.
Description of Experience
During the placement, I shadowed a supervisory position in the housekeeping department. This included supervising daily housekeeping activities, ensuring rooms are clean to standards, coordinating room repairs with maintenance, and managing guest requests in an efficient manner (ASET, 2017). The experience also entailed monitoring staff performance and ensuring health and safety compliance.
Feelings and Initial Thoughts
At first, I was excited as well as perplexed, for the role of a supervisor necessitated great detail orientation and making decisions (Bardi, 2010). Gradually, when I watched and practiced the position, I started trusting myself that I could lead tasks, motivate staff members, and resolve the issues of the guests.
Evaluation of Learning and Development
This experience solidified the value of some of the essential work-related skills like leadership, problem-solving, and flexibility. Leading a team under pressure involved strong communication and team-working skills (Casado, 2012). I witnessed how efficient delegation and motivational tactics were essential to ensuring operational effectiveness (Hagg, 2013). I also gained technical know-how pertaining to inventory control, scheduling, and guest service standards, which are important for the smooth running of a hotel.
Analysis of Impact on Professional Growth
My educational process from Level 4 to Level 6 created a theoretical context for the concepts of hospitality management. But the placement helped me implement theoretical principles in practice, closing the knowledge gap between studying and practice (QAA, 2018). My past working experience in customer service also added to my capabilities to deal with guest interactions professionally. Learning the supervisory task helped me advance my task administration skills, reasoning, and efficiency in solving problems.
[bookmark: _heading=h.1fob9te]3. Critical Analysis of Work-Based Skills and Technical Knowledge
Description
Throughout my shadowing experience, I witnessed and participated in the most important supervisory activities, such as staff coordination, quality control, and managing guest requests (O'Fallon and Rutherford, 2010). This included overseeing cleanliness levels, maintaining timely room turnover, and resolving guest issues. I also interacted with hotel management systems to monitor room statuses and maintenance requests.
Feelings
I originally underestimated the level of complexity involved in housekeeping supervision, especially in the requirement for accurate scheduling and attention to detail (Johnston, Clark and Shulver, 2012). However, after familiarization with operational activities, I came to appreciate the role of technical skill and effective interpersonal relationships in guest satisfaction.
Evaluation
Work-related skills like communication, task management, and teamwork are important in facilitating seamless operations and favorable guest experiences. For example, effective communication between maintenance and housekeeping ensured timely fixing of room defects, promoting guest comfort (Rughubalan, 2009). Moreover, technical expertise in hotel management software enabled effective tracking of room readiness, reducing guest waiting times.
One of the major takeaways was the importance of problem-solving capabilities in responding to guest complaints. For instance, when a guest complained of an unsanitary room, the supervisor quickly reallocated staff to address the concern without compromising other operational needs (Tewan, 2009). This responsiveness immediately affected guest satisfaction and maintained the hotel's service standards.
Analysis
Efficient guest service depends on the interaction between technical ability and interpersonal ability. Knowledge of hotel systems and compliance requirements drives effective operations, while communication and leadership drive the quality of working relationships (Vallen and Vallen, Jerome, 2014). Service quality depends on responsiveness, assurance, and reliability, which all need technical and interpersonal capabilities.
During my placement, I also noticed how essential time management was in sustaining guest service standards (Wood, 2013). Managers juggling several activities while keeping staff on their toes with cleanliness procedures highlights learning through the use of actual experience. 
Conclusion and Action Plan
The shadowing exercise brought to light that technical skillset coupled with soft skills is critical in meeting guest service expectations. In the future, I will enhance my problem-solving skills and expand my knowledge of hotel technologies to drive operational efficiency and guest satisfaction.
[bookmark: _heading=h.3znysh7]4. Reflection on Organizational Issues
Description
The major problem was when a guest complained that his room was not available upon arrival, even after confirmation. This communication breakdown between the front desk and housekeeping resulted in guest dissatisfaction and operational delays (Ali et al., 2021).
Feelings
I first worried about the frustration of the guest and the stress that it put on the housekeeping staff (Ali et al., 2021). But I saw this as a learning experience to comprehend the operational difficulty created by miscommunication and the value of immediate problem-solving.
Evaluation
This problem impacted the department's performance by raising pressure in terms of workload and interfering with the cleaning cycle of the room. For guest service, it led to dissatisfaction and a poor perception of the hotel's efficiency (Bhatnagar and Nim, 2019). On an overall level, operational efficiency was lessened due to inefficient coordination across departments.
Analysis
The underlying cause was a lack of communication between the front desk and housekeeping in real time. Porter's Service Delivery Model (1985) states that smooth internal processes are essential to ensure service quality. Without open communication channels, mistakes are made, and guests become dissatisfied and reputational damage ensues.
Installation of a Real-Time Communication System: Having hotel management software update room status in real-time can avoid such mistakes. Technology maximizes operational efficiency and minimizes gaps in service (Bhatnagar and Nim, 2019).
Cross-Departmental Briefings: Briefings between housekeeping and the front desk on a regular basis can synchronize priorities and reduce errors. Tannenbaum & Schmidt's Leadership Continuum (1973) identifies that decision-making through collaboration increases coordination (Hashim et al., 2023).
Service Recovery Protocols: Providing free services (e.g., refreshments) in the process of solving the problem can enhance guest satisfaction.
Conclusion and Action Plan
It is necessary to fill gaps in communication with technology and cross-department cooperation. In the future, I would promote tighter integration of communications systems and employee training to enhance real-time feedback and consistency in service.
[bookmark: _heading=h.2et92p0]5. Conclusion and Action Plan
The shadowing process at Coldra Court Hotel offered keen insights into the operational nuances of the hospitality sector, specifically in the housekeeping department. It underscored the essential importance of work-based skills—communication, teamwork, and problem-solving—and technical competencies in ensuring and improving guest service standards. Watching firsthand problems, such as interdepartmental miscommunication, underlined the necessity of effective coordination and technology integration in achieving smooth operations and guest satisfaction.
The importance of communication between departments in preventing service disruption was one of the major lessons learnt. For example, the absence of real-time communication resulted in customer dissatisfaction and inefficiencies in operations when a guest held a room due to delayed notifications. Service delivery could be enhanced by enhancing cross-departmental communication and employing hotel management systems for real-time notifications.
From a vocational and personal development perspective, the experience improved my pressure management skills while managing time, improved my ability to solve problems, and continued to educate me on guest expectations.
Action Plan:
Improve Communication Skills: Attend workshops on enhancing real-time coordination and collective decision-making.
Build Technical Competence: Acquire further understanding of hotel management software and operational procedures.
Service Recovery Education: Acquire advanced service recovery skills to fix guest problems quickly and efficiently.
Leadership Education: Look for mentorship opportunities to improve supervisory and decision-making abilities.
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