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Introduction
Hotel guest service operations combine multiple departments to deliver continuous seamless services for satisfying all guest needs during their stay (Ozdemir et al., 2019). The housekeeping department maintains hotel hygiene and efficiency, which strongly affects hotel patrons' happiness. Housekeepers at Crewe Hall Hotel and Spa in Cheshire maintain facilities and public areas to the highest presentation and hygiene levels throughout the hotel premises. Through the guidance of Kolb's Experiential Learning Cycle (1984), this reflection examines my shadowing experience with a housekeeping supervisor. It evaluates its effects on my acquisition of work-based skills combined with technical knowledge and guest service understanding (Kolb and Kolb, 2018). 


Source: (Wijnen-Meijer et al., 2022).
The primary objectives of this placement were:
· To understand the operational responsibilities of housekeeping supervisors in ensuring service quality.
· To develop key work-based skills such as teamwork, communication, and problem-solving.
· To critically evaluate how technical knowledge and industry standards shape guest service delivery.
· To analyse the impact of housekeeping operations on the overall guest experience.
Section 1: Reflection on Experience and Personal Development
Experience shadowing a housekeeping supervisor (concrete experience)
The housekeeping supervisor I observed at my placement position supervised both room attendants and linen porters and handled inventory duties. My main responsibility was observing task delegation, inspections, and connecting with the front desk. I devoted most of my time to the restaurant yet gained knowledge about housekeeping functions, room maintenance, cleanliness management, and guest satisfaction services, which coincides with the structured workplace learning principles of hospitality (Wood, 2013).
The supervisors demonstrated essential competence by dealing with increased work demands during busy periods. During busy weekend periods when all rooms were occupied, the housekeeping staff needed to finish cleaning and setting up rooms swiftly for the next arrival period. The supervisor maintained efficiency through effective delegation, constant project monitoring, and rapid solution provision.
Personal and vocational development (reflective observation)
During my housekeeping supervisor experience, I learnt that supervisory staff needs to blend technical abilities together with leadership traits. Certain crucial competencies I gained as a result of this experience were:
· The supervisory role maintained communication links between housekeeping staff, reception services, and maintenance personnel (Vallen & Vallen, Jerome, 2014). Through my observation, I learnt how detailed and firm communication methods created quick room readiness and achieved successful problem solutions.
· Housekeeping requires collaboration because delays from any staff member can create general disruptions across the entire operation. The supervisor dedicated energy to motivating his team members by resolving conflicts while ensuring everyone understood their responsibilities.
· The housekeeping personnel operated within highly limited timelines during their duties. The supervisor tracked room statuses using checklists and digital systems, which also monitored laundry supplies and urgent guest requests.
· My comprehension of guest expectations regarding sanitation standards and accommodation preparation and supplies led me to grasp the vital position that housekeeping has in delivering guest satisfaction.
By observing the hotel environment, I developed a clearer understanding of how my experience in different industries and academic progression from Level 4 to Level 6 shaped my knowledge of guest service expectations. The hospitality operations and customer service management lessons taught me how to recognise best practices in quality control and complaint resolution throughout the industry (Casado, 2012).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge (Kolb’s abstract conceptualisation)
To deliver high standards of service both technical know-how and interpersonal abilities are essential for housekeeping supervisors (Mangco & Andales, 2023). The skills learnt during my shadowing experience have established strong links between worker competence and guest fulfillment together with operational effectiveness.
Quality Assurance & Attention to Detail
A clean environment along with fresh sheets and proper maintenance of rooms represents basic expectations that guests expect from their hotel stay. Guest complaints regularly emerge from even minor housekeeping issues such as unclean mirrors and wrong placements of amenities (Sharma et al., 2023). Quality inspections by the supervisor served to maintain consistent standards across all service areas.
Time Management & Efficiency
Operation success depends heavily on time management expertise during maximum hotel occupancy periods. Managers need to maintain both high-speed performance and top-quality standards when cleaning rooms to prevent substandard service delivery.
Problem-Solving & Decision-Making
Housekeeping personnel encounter spontaneous problems, including unplanned maintenance requirements and requests for swift room services (Srivastava & Tyagi, 2024). The ability to solve these system issues promptly enables operations to be free of obstacles.
Technical Knowledge in Housekeeping Operations
Accurate linen control, together with inventory control of towels, sheets, and toiletries, must be maintained through adequate stock levels. I saw linen porters use efficient methods to monitor and replace their stock effectively.
Workers must understand the correct way to use cleaning equipment and cleaning chemicals to uphold health and safety requirements properly (Thoriq et al., 2024). Housekeeping staff's health and safety protocols require strict adherence to hygiene standards, which protects guests from contaminant succession and ensures their safety.
Through Kolb's Abstract Conceptualization process, I analysed my practical experiences in terms of hospitality management theories, including Herzberg's Two-Factor Theory and Total Quality Management in service excellence.
Section 3: Reflection on Organisational Issues (Kolb’s Active experimentation and problem-solving
A delay in check-in at 3 PM occurred when the family did not receive an on-time clean of their room. The person at the front desk wrongly thought the room was prepared, which caused the guest dissatisfaction through a disappointing initial encounter. The delay in guest check-in at 3 PM adversely affected operational processes and the quality of guest experiences. The late delivery worked as a negative force that made guests display signs of frustration. A workplace disturbance occurred when reception staff failed to share cleaning information correctly, which generated more work for hotel staff. Constant hotel issues tend to bring about negative online feedback while also diminishing customer confidence in the establishment.
Proposed Solutions Based on Theories
· Improved Communication System: The hotel can achieve precise room status updates by utilising a real-time digital housekeeping tracker such as Opera PMS (Chen et al., 2022).
· Proactive Staffing Adjustments: Extra staff assignments during peak check-in times would stop performance blockages from occurring.
· Guest Recovery Strategy: Minor gratuities, such as complimentary refreshments and improved accommodation facilities, can help maintain guest satisfaction.
Through Kolb's Active Experimentation, I developed workable solutions that would optimise service operations and delivery of guest service.
Conclusion and Action Plan
Observing the daily operations of Crewe Hall Hotel and Spa’s housekeeping supervisor illuminated the fundamental importance of housekeeping personnel toward guest fulfilment and facility performance efficiency. Applying Kolb's Experiential Learning Cycle helped me understand that sound communication with excellent teamwork and efficient time management ensures successful daily procedures. Through my observation of technical skills such as inventory management system control procedures and health safety requirements, I better grasped their role in delivering superior service quality. The work experience underlined the necessity to proactively resolve guest complaints and operational issues because adaptability and speed help in such dynamic hospitality situations.
Future Career Aspirations and Improvement Strategies
My future improvement strategy consists of the following elements, which are:
· Leadership development training programs will help me manage teams proficiently while addressing conflicts that arise.
· Acquire certification in housekeeping operations together with hospitality management through training (Widiastini et al., 2024).
· Improve problem-solving through real-world service simulations that will help you develop better decision-making capabilities.
· I integrate hands-on learning with academic understanding to achieve my goal of becoming an asset in hospitality management and guest service excellence.
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