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Introduction
Guest satisfaction in the hospitality industry depends heavily on housekeeping, through the provision of excellent experiences. It also depends on the responsibility of maintaining cleanliness and guest comfort (Hamadziripi, 2023). The supervisory housekeeping position I shadowed at my placement at Premier Inn delivered essential information about both staff technical skills and staff interaction abilities needed for service expectations management. This reflective log examines my experiences through Kolb’s Learning Cycle (1984) to demonstrate growth at both personal and professional levels. I aimed to develop my workplace skills together with technical proficiency and understanding of how guest services operate for cleaning standard maintenance and complaint resolution.
Section 1: Reflection on Experience and Personal Development
According to Wijnen-Meijer et al. (2022), Kolb’s Learning Cycle defines a four-stage framework that demonstrates how one learns through real-life experiences. Kolb's Learning Cycle has four stages as discussed below.
a). Concrete Experience
During my placement at Premier Inn’s housekeeping department, I utilised approximately an hour to clean three rooms on a daily basis. Accurate detailed work, efficient time management and physical strength were needed to complete this task. I dedicated my work to cleaning rooms, bed making, vacuuming the floor space as well as recharging all inter-room amenities. My housekeeping supervisor provided positive feedback which made me proud. However, when I watched other staff work, I felt like an inexperienced newcomer. The experience taught me the value of learning from others while maintaining humble behaviour.
I acquired valuable knowledge about inventory management, staff rostering and quality control from my housekeeping supervisor. A complaint from one of the guests about a dusty room revealed supervisory problems in the housekeeping department.
b). Reflective Observation
The housekeeping experiences helped me understand why precision along with efficiency and teamwork are vital for the profession. Learning to handle demanding schedules through room cleaning activities etched into my mind how to organise priorities as well as uphold standard operational quality given time constraints. Observing the supervisor allowed me to see how administrative and leadership responsibilities required resource management and standardised service delivery.
The complaint about dust in a room established itself as a crucial lesson for the staff. This incident revealed how supervision affects both guest happiness and the hotel’s public image. Through this experience, I learned about the significance of handling problems professionally with clarity. This is because the supervisor presented a calm and composed response to the guest.
c). Abstract Conceptualisation
My experience found grounding through the application of the Service Quality Gap Model along with Herzberg’s Two-Factor Theory. According to Zhai and Wang (2022), Service Quality Gap Model demonstrates how actual service quality differs from what customers expect through their experience. The service Quality Gap Model consists of five elements which are the knowledge gap, policy gap, delivery gap, communication gap, and customer gap (Siyum, 2024); Yeong, Knox, and Prabhakar, 2022); Khalili, Dalili, and Hedayati Khoshemehr, 2021). The successful management of these gaps leads businesses to achieve enhanced service quality alongside better customer satisfaction. Therefore, the application of the Service Quality Gap Model showed how hotel guests had different expectations regarding room cleanliness from what the hotel delivered in the Premier Inn Hotel environment. On the other hand, Galanakis and Peramatzis (2022), explain that through Herzberg’s Two-Factor Theory, employees experience minimal dissatisfaction through hygiene factors such as salary and job security yet find true motivation within motivators such as achievement and recognition. The theory explains that these factors decrease worker dissatisfaction yet employees require authentic job rewards as real drivers of workplace performance and engagement levels. 
c). Active Experimentation
Moving ahead, I have decided to apply these understanding by both becoming more attentive to details and developing proactive quality control methods in housekeeping. Before marking a room available to guests, I will conduct two checks while actively seeking my coworkers' opinions about areas that need enhancement.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
a) Significance of Work-Based Skills
A housekeeper requires essential work-based competencies which include attention to detail, time management and teamwork abilities. An efficient room cleaning process needs proper planning coupled with teamwork between housekeeping staff members (Chen, Wang, and Zhang, 2022). The combination of understanding cleaning protocols and equipment utilisation enables housekeepers to provide reliable service consistently. Therefore, room service satisfaction creates great guest experiences because housekeepers create purposeful spaces which are neat and inviting.
b) Relevance to Guest Service Standards
Work-based skills together with technical knowledge helped achieve guest service standards at my placement. The supervisor’s responsibility to manage both inventory and staff roster scheduling, allowed rooms to receive timely cleaning services as their ability to notice details offered superior cleanliness standards. The guest's complaint about the dirty room showed that quality control had weaknesses which demanded enhanced housekeeping procedures.
c) Insights from Placement Experience
The main understanding from my placement at the hotel showed that proactive communication holds critical value. For instance, when the guest complained about dust in the room, the supervisor immediately apologised and provided free service while fixing the problem. The example showed how quick and professional complaint handling builds guest trust.
Section 3: Reflection on Organisational Issues
a). Guest Service Issue
A guest complained to hotel staff about room dust which proved to be a major concern. The disappointed traveler mentioned they found the room unclean which impacted their hotel satisfaction. The department struggled with operational issues because it needed to redirect staff and resources to handle the complaint. 
b). Effect on Guest Experience and Operations
The poor state of the hotel room created a negative public impression about the hotel's housekeeping standards thus displeasing the guests. The additional staff assigned for extensive cleaning of the room caused workflow interruptions for the department. The quality control procedures require that a room inspection take place before designating it as available to guests (Suriyani, Susila, and Wirya, 2023; Neog, R., 2021).
Proposed Solutions
Several solutions can be implemented to resolve these problems according to my recommendation.
· Every room requires a double-check procedure through which two staff will inspect it before being declared ready for guests.
· The management should organise frequent training about cleaning protocols alongside detailed important instruction.
· The management needs to establish a system which enables guests to report room cleanliness problems instantly so staff can resolve them quickly.
Conclusion and Action Plan
Key Insights
During my housekeeping department placement, I achieved fundamental changes that developed both my job-specific abilities, my technical competence as well as my comprehension of guest satisfaction requirements. My training demonstrated the need to pay attention to details while teaming up with colleagues and maintaining proactive dialogue for achieving top-quality guest service. The guest's complaint about a dusty room showed that better quality control enforcement combined with better complaint-handling methods were necessary.
Future Practice
I intend to concentrate on the following areas for professional development in my future practice in housekeeping.
· I will expand both my knowledge of cleaning protocols and my understanding of equipment maintenance procedures.
· I will actively support enhanced quality control procedures which would stop such problems from happening again.
· I will take advanced studies to understand emerging industry standards alongside professional practices in the hospitality sector.
My experience at this placement gave me a complete understanding of hospitality service operations while setting me up for career success in the industry. The learned lessons combined with continuous progress will allow me to exceed guest expectations in upcoming hospitality industry roles. 
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