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[bookmark: _qtk3hyd1veqr]Introduction
I have worked in the housekeeping department of Best Western York Hotel Eastbourne. Guest service operations have several departments. Housekeeping is a department of this field. The housekeeping department provides cleaning and maintaining the hotel rooms for a comfortable experience (Casado, 2012). This service has several duties such as bed making, bathroom cleaning and refilling the amenities. The primary component of this service is attention to detail and efficiency. It helps to create a positive guest experience. The learning objectives of the assessment are mentioned below:
a) To reflect on following a supervisory role in the housekeeping department using Kolb’s reflective model. 
b) To critically analyse the significance of work-based skills and technical knowledge for effective guest service operations.
c) To evaluate personal and vocational development impact on employability skills.
d) To propose alternative solutions and integrate relevant theories.
e) To formulate a future action plan.
[bookmark: _x9ldj7p4tuc]

Section 1: Reflection on Experience and Personal Development
Mrs Joanne as a supervisor of housekeeping provided me with valuable insight about customer service. It was not just cleaning rooms but also all about customer service. Here I demonstrate my experience of shadowing her using Kolb's reflective model.
Concrete Experience: In this service, every room was a new experience for me. Mrs Joanne planned everything quickly and assigned work. I learnt about the technical skills to remove hard stains, origami bed making and more. She was very attentive to every task. I noticed she utilised her skills with empathy. Her anticipating skill was extremely good. I saw how she understood the guest's requirements. She showed her this potentiality in several cases such as extra towels for a big group or silent cleaning at the time of sleeping. It added an extra empathic touch to my academic background. I adopted the idea of guest satisfaction from this experience (Johnston et al. 2021). 
Reflective Observation: I saw another role of the supervisor in a calm staff room. We all together checked the feedback and the comments. After that, we decided to fix the problems according to the feedback. This is like my last internship. Here I realised how important teamwork is. I came to realise after seeing Mrs Joanne how effectively she interacted with experienced workers as well as a nervous trainee. It made me understand that clear instructions are vital for collaborative work (Thébaud et al., 2021). 
Abstract Conceptualization: I also learnt that giving guest service is going beyond expectations. This idea helped me in my skill development. I learnt the value of hard work and taking initiative. It is also important to be flexible and think beyond the circumstances (Wang et al., 2021). I observed how her background in the business enabled her to anticipate issues, oversee strict timetables, and provide exceptional customer service even in high-pressure situations.
Active Experimentation: The following day, I was helping rather than simply observing. My discomfort soon gave way to confidence as I got adjusted to things. This practical experience validated the theoretical information I had learned during my academic career. 
[bookmark: _naxpakq28g4b]

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Shadowing the housekeeping supervisor was a great experience and like a crash course. I have learnt about the necessary skills required to meet guest expectations. I observed that technical knowledge like stain removal and thorough cleaning are important. On the other hand, best skills like communication teamwork and problem-solving skills are also vital for this service (Vielma et al., 2022). 
Technical knowledge
When I observed Mrs Joanne’s cleaning service, I was very impressed. Her hard stain removal technique, efficient bed making and sanitising protocols ensure a clean space. The main expertise of Mrs Joanne is her anticipating power. She was able to understand the guests' needs. Her technical knowledge ensured that every customer could access services per their choice. 
Communication
Clear communication is a necessary tool for every customer service (Fraccastoro et al., 2021). In housekeeping, communication plays a vital role in understanding the customer demand and preferences. It is also vital for the supervisor to allocate the tasks without ambiguity among team members. Her ability to listen actively proves how concerned she is about her work. Active listening to guest feedback helps to mitigate the issues. Thus, communication builds trust and promotes positive work and guest experience. 
Teamwork
The efficiency of the housekeeping team was inspiring. I learned the collaboration of teamwork by observing them. I experienced how they shared their training supplies and covered other colleagues' duties during breaks. I also experienced how collaboration promotes a positive work environment (Waizenegger et al., 2020). Mrs Joanne allocated the task based on the strengths of workers and provided other team member’s constructive feedback. This all helps to provide a satisfied guest experience. 
Problem-solving
All the things do not always run according to the plan. I observed how Mrs Joanne solved the problem of a cloud drain as soon as possible. I also experienced how efficiently she solved a guest’s issue of forgotten items. This helped me to understand the importance of quick thinking and problem-solving. 
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Section 3: Reflection on Organisational Issues 
Following Mrs Joanne’s housekeeping supervisor is more than cleaning tips. It is like an uncovered and thorny complicated path of guest service expectations. One situation can be a good example of this. A guest complained about extreme noise during cleaning hours. This is like a minor issue but the whole department was under pressure for this situation. I saw housekeepers feeling pressure to compromise the cleaning quality. This situation impacted guest services and also increased the risk of another issue of hygiene. It had a huge chance to weaken employee confidence. 
To address this problem the team needs an integrated strategy. Herzberg's Two-Factor Theory was helpful for this situation. Because this theory focuses on both hygiene factors and motivators (Thant and Chang, 2021). We offered alternative cleaning slots for the guests who are sensitive to noise. We discussed that training on quiet cleaning techniques could also upgrade the service. Hackman & Oldham's Job Characteristics Model also worked better. It emphasises the significant work (Siruri and Cheche, 2021). I observed that housekeepers were authorised to suggest noise reduction solutions. This could increase self-sufficiency and ownership. A happy and empowered housekeeping team is the primary factor of excellent guest service. 
[bookmark: _3jg94mwnt1dd]

Section 4: Future Action Plan 
Shadowing the housekeeping department helped to understand the skills needed for excellent guest service. I have created the following action plan focusing on the development of my work-based skills and technical knowledge:
Communication: I will practise active listening in the time of interactions (Dogara et al., 2020). It will help me to understand the instructions as well as the customers' needs. I will join industry forums and participate in role-playing exercises. All these approaches will help me to develop my communication skills.
Teamwork: I will try to assist colleagues and give volunteering services for cross-departmental projects. These methods will assist me in enhancing my collaborative spirit (Michalak, 2023). Observing an efficient team is a great experience to collect valuable knowledge. 
Task management: I will utilise time management tools and set realistic goals. It will help me to enhance my efficiency. I will seek opportunities to lead small projects within the department. It will help me to understand and practise the deputation and priority of the task. 
Personal Skills: I will accept challenges with a positive attitude. I will also try to take the initiative to create a positive work environment. I will also participate in various customer service training programs (Tien et al., 2021). It will help me to enhance my empathy and efficiency to make decisions according to customer demand. 
Guest Services: I will follow experienced professionals to learn how to serve guests aligned with their needs. I will also learn to get feedback and understand the customer's demands and expectations. I will also research innovative trends in guest service technology. It will assist me in providing excellent services to the guests. 
[bookmark: _8sd2rp6dl7h9]

Conclusion 
Following the role of the supervisor emphasised the importance of hands-on learning, using abilities in the present, and getting helpful criticism from my experienced mentor. The work-based skills and technical knowledge are necessary for a positive environment in which guests feel valued and understood. Herzberg's Two-Factor Theory and Hackman & Oldham's Job Characteristics Model are two vital tools for operational management of the housekeeping team. The action plans are aligned with my goals. It helps me to become a guest service leader. I can provide more efficient operation for guest services by enhancing my skills and knowledge. Detail also helps me in my future professional growth within the industry. 
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