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Premier Inn Hotel stands as one of the most popular hospitality brands in Newport. To provide a welcoming and pleasant stay, the hotel’s housekeeping department manages a diverse range of operations like cleaning and maintenance, room setup, and washing amenities. Also, their role includes providing facilities and ensuring a pleasant physical environment. All these functions contribute to the business’ success in terms of positive customer feedback, guest loyalty, employee morale, and good reputation (Bhatnagar and Nim, 2019). Being an in-house department, the housekeeping operates under the Premier Inn’s quality guidelines, assuring a strong brand image and a cohesive team culture.
This paper aims to elaborate on my learning outcomes during the placement at Premier Inn, with a focus on shadowing the housekeeping supervisor. Gibbs’(1988) reflective model will be utilised as an instrument to distinguish between several phases of experience, information processing, subjective insights to provide fresh knowledge through reflection.
To achieve a consistent framework of housekeeping management, I established the following learning goals:

1) to gain expertise regarding cleaning operations and quality standards
2) to familiarise with technology used in housekeeping management
3) to identify sustainable practices within the department

I spent several shifts shadowing the housekeeping supervisor, noticing both regular routines (room checks) and sparing tasks (assisting a guest request). It empowered me with hands-on experiences which facilitated my understanding regarding the importance of service quality, timely records and attention to detail. For example, inventory control is a key responsibility to provide enough supplies for cleaning operations, and diverse amenities (e.g. pillowcases, towels). I managed to conduct it with the supervisor’s assistance, followed by a list of replenishments needed, and their costs. Besides this procedure prevents guest inconveniences, it can help identifying usage patterns, making informed decisions and optimising hotel’s budget (Aldabbagh et al., 2022). Moreover, I concluded that it equips the venue for peak times and unexpected demand escalation to ensure effective service.
Another key task is represented by room checking after cleaning has been finished by the employees. Through this process, I could identify any mismatches between the brand’s standards and the employee’s performance. The head housekeeper noted down the issue and addressed it to the room attendant along with constructive feedback. However, I acknowledged that she did not check certain people’s work due to their confidence in themselves. They assumed the entire responsibility in case of a guest’ complain. I have been impressed by the supervisor’s way to empower workers since it can be a motivation booster, and productivity enhancer (Nimri et al., 2020). This fact taught me that encouraging employee autonomy leads to strengthening trust, and would enable me, as a manager, to focus more on certain projects or tasks.
One of my most fulfilling accomplishments during this experience has been task completion on Bedroom Genie software: room availability, and labour allocation. Since many front office operations depended on this input, it carried a high degree of responsibility. Therefore, effective cooperation between the two sectors is indispensable in achieving successful guest service (Mohanty and Mohanty, 2018). I believe that digital skills occupy an essential place in housekeeping department too because all records must be entered and processed through technology. Also, the collected data from room inspections can be used to identify any mistakes pattern or training opportunities with service improvement as ultimate purpose (Ucal Sari, 2017).
Regarding sustainability within the housekeeping department and hotel, I could not identify many practices, apart from economic lamps. Oriade et al., (2021) reported how sustainability becomes increasingly important for many hospitalities businesses due to the positive impact upon the environment, and better costs management. I think that delaying the adherence to this trend may represent a competitive disadvantage in future. More travellers prefer environmentally friendly lodging (Tan, 2023). Therefore, green awareness and knowledge can bring more opportunities and benefits to Premier Inn.
Analysing the overall placement experience, there have been occasions when the maintenance staff’s assistance was needed (e.g. water leaking in a bathroom, mold on walls in several rooms). However, since there was only a part-time employee who worked just twice per week, some issues could not be resolved promptly. This led either to dissatisfied guests, or to change the room status into unavailable. I have viewed it as a counterproductive aspect of the business. 
Firstly, the guest service has been affected by an issue that could not be addressed properly, in a timely manner. Since Premier Inn brand is widely known for its professionalism and hospitality, this kind of incident may negatively affect the visitor’s impression and future visits intention to similar properties (Shams et al., 2021).
Secondly, each unavailable room due to maintenance issues represents a lost opportunity for generating revenue. Moreover, the finances can also be threatened by guests’ refund requirements in case of unresolved matters.
In my opinion, since these aspects are covered by the housekeeping department, they should opt for increasing the maintenance staff’s availability on site. According to Wood (2017), more hospitality companies choose to collaborate with third-party enterprises for professional assistance. I believe that Premier Inn would benefit from the same strategy since a maintenance company ensures a wider range of services, as well as more punctuality. Consequently, the quality of guest service will be enhanced, and the implementation of service recovery faster and more effective.  
Since the hotel industry is shaped by new trends, and guest demands, continuous investment in my professional growth represents a priority. Thus, I will be able to meet and even exceed these by acquiring new skills and knowledge. For example, I consider exploring more sustainability practices that could be introduced in housekeeping operations. Venues such as Bardessono Hotel and Spa, USA (Bardessono, n.d.) and Hilton Hotels (Hilton, n.d.) are great informative sources due to their internationally recognised emphasis on environment care. These will equip me with valuable knowledge to convert more housekeeping conventional procedures into sustainable ones, resulting healthier operationality, reducing costs and increased commitment to environment. 
In conclusion, the shadowing experience have been proved as an outstanding opportunity to gain valuable insights regarding housekeeping management. Since this department provides essential services for guests, it is imperative to acquire optimal procedures and strategies for an impeccable performance. The housekeeping supervisor is responsible for managing the room attendants’ activities, quality checks, but also for ensuring that maintenance issues are addressed, and the inventory is updated. Therefore, organising skills are essential to cover the entire set of tasks. Empowering staff through autonomy and responsibility has been found as a proficient way to increase motivation and productivity. Technology plays an important role in housekeeping due to high volume of data that needs to be stored for effective operations. Also, communication with front office department stands as crucial for venue administration and service quality. 
Additionally, considering the ongoing trends in the industry, the Premier Inn hotel should consider more sustainable practices. They encompass multiple advantages such as cost reduction, improved brand image, guest positive impression, and contribution to environmental care. As a future goal, I would like to explore more sustainability strategies within housekeeping department as part of my professional growth. Further, I would look to encourage more adherence to environmental care within the organisation. 
My goals have been achieved throughout the placement experienced, especially due to the hands-on tasks that I completed. I acknowledged various cleaning routines and quality standards, additionally to procedures like room inspection, employee feedback, and inventory. Also, I gained confidence in using diverse software programmes, understanding their role and importance in operations management and facilities. The experience has been a valuable investment in my preparation as hospitality manager and leader.
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