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[bookmark: _w37p8qwxms80]Introduction
Ensuring effective guest service operation of a hotel is very important for offering a seamless and enhanced experience to the guest. Housekeeping plays a vital role in maintaining comfort, high quality service and cleanliness to meet the Expectations of the guests in different departments (Narendratama and Wijoyo, 2025). I have worked under a supervisor in the department of housekeeping in order to gain beneficial insights regarding the managerial and operational responsibilities during my 10 week placement for meeting the Expectations of the guests. I will utilise Gibbs's reflective cycle for reflecting on my experience as it offers a structured procedure that consists of 6 crucial stages, which are description, feelings, evaluation analysis, Conclusion and action plan (Adeani et al., 2020). This reflective model also allows individuals to focus on the areas of improvement by creating an effective Action Plan in accordance with their specific needs.
During this placement, my main learning objectives were
· To increase my technical knowledge about safety protocols, equipment utilisation and cleaning standards.
· To enhance task delegation and time management skills.
· To gain a proper understanding of the responsibilities of supervising housekeeping staff through hands-on experience.
· To reflect on the significance of teamwork and communication within guest Service delivery.
[bookmark: _7of7hpus54qq]

[bookmark: _r8l0v1mb2jd7]Section 1: Utilising Gibbs's Reflective Cycle for Reflecting on Personal Development and Experience
Description: While working in my placement, I got the opportunity to observe the day-to-day work of a supervisor within the housekeeping department to gain knowledge about their roles and responsibilities. It involved managing the schedule of the team, maintaining cleanliness standards and task delegating. I have also learned about the significance of communication while participating in various team briefings.
Feelings: I was quite anxious initially about the ways I can contribute towards meeting the expectations of the supervisor while enhancing the overall performance of the team. I focused on observing the way the supervisor was tackling different situations, which made me increase my confidence level while gaining a proper understanding regarding their roles. Therefore, I started to contribute to small tasks by assisting. Even the ability of the supervisor to maintain a systematic approach to manage the team within a fast paced environment has made me impressed.
Evaluation: The thing that went well was gaining valuable insights regarding the crucial skills required for ensuring high quality within the service while understanding the complexities of the responsibilities of housekeeping. Through this, I was able to understand the significance of communication, time management and delegation within this area. However, the things that did not go well was that I experienced challenges in terms of managing different tasks at a particular time as there were various scenarios where the request of the guest conflicted with my routine task. As a result, I got stressed out in terms of ensuring a good balance between both the tasks.
Analysis: The significance of work based skills like communication, time management, and task delegation has become highly evident while working within displacement. For instance, the ability of the supervisor to delegate tasks successfully while remaining highly productive without decreasing the overall quality of the service. This particularly aligns with the service quality theory of the SERVQUAL model that focuses on putting forward the fact that efficient delivery of the service and effective communication are the key contributors towards increasing the satisfaction of the customer (Zhao, 2024). Even the ability of the supervisor to provide guidance to the new employees has reflected on the ways housekeeping is highly important for maintaining the overall efficiency of the Hotel operations.
Conclusion: This placement has enhanced my overall understanding regarding the abilities and skills which are required for effectively managing a housekeeping department. I have also learned that it is important to pay attention to every detail while ensuring effective time management and communication for meeting the evolving Expectations of the guest. Overall, I also got to know about the significance of leadership and adaptability in terms of dealing with different scenarios while managing the day to day operations.
Action Plan: I aim to enhance my time management ability for prioritising important tasks and completing them before the deadline. I want to enhance my technical knowledge relevant to cleaning equipment and housekeeping standards to increase my overall effectiveness for performing well in the future.
[bookmark: _fn556pdm60ng]Section 2: Critical Evaluation of Technical Knowledge and Work-Based Skills
During my placement, the skills I have developed are very important for meeting the evolving Expectations of the guests regarding the service. For instance, effective communication is very important for understanding the responsibilities of the team member and the needs of the guest. The regular checking of the supervisor with the team of housekeeping has contributed towards ensuring all the issues are effectively navigated while progressing towards the overall success of the housekeeping team.
It is important to gain an in-depth understanding of the protocols of hygiene and cleaning standards in terms of technical knowledge as these are directly related to increasing the oral side effects of the guest. In accordance with the service quality theory, managing the Expectations of the guest and ensuring high quality within the service significantly contribute towards excellence (Sumrit and Sowijit, 2023). The ability of the supervisor to manage different tasks effectively while cleaning all the rooms on time and meeting the request of the guest reflected the effective utilisation of Task Management Theory.
[bookmark: _d9wvrsi9voht]Section 3: Reflection on the Issues of Organisation
A customer has complained regarding the cleanliness of their room, particularly the kitchen and bathroom, as their Expectations were not met. As a result, the experience of the guest was impacted and created a negative perception about the operations of the housing department. In this scenario, consistency is required to ensure consistency while paying attention to details for meeting the cleaning standards. As a result, the issue was moved forward to the supervisor immediately. However, the supervisor navigated the complaint by offering a complimentary breakfast to the guest while recleaning the bathroom.
Solution and impact: The complaint of the guest has impacted the reputation of the hotel while affecting my overall experience. In case the issue is not promptly resolved, it can create a negative perception while impacting the reputation of the hotel. I believe that utilising constructive feedback along with checking the quality on a regular basis and paying attention to every detail will allow to address relevant challenges in the future.
[bookmark: _lpi5zp9d0li4]Action plan
In the future, I aim to enhance my communication and leadership ability to manage the housing team effectively. I will even focus on increasing my technical knowledge in terms of safety protocol and cleaning standards to ensure I am capable of performing my future Roles and responsibilities within the hospitality industry.
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[bookmark: _8q3ud0mf0sil]Conclusion
Overall, it can be concluded that my placement has offered me beneficial understanding and knowledge regarding the housing department for managing the Expectations of the guest effectively regarding the service. By observing the manager performing their day to day operations, I have understood the way time management, effective communication and technical knowledge contribute towards enhancing the quality of the service. It has also allowed me to overcome various challenges which arise within the department of housekeeping, like unexpected requests and managing guest complaints. Taking part in this placement has allowed me to understand the significance of operational excellence within the hospitality industry. It has also allowed me to become more motivated towards developing various skills which are required to meet the Expectations of the guests.
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