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[bookmark: _Toc159349585]Introduction
This report presents my recent experiences in a supervisory position within the housekeeping department of Delta Hotel by Marriott Birmingham. Delta Hotel is a hospitality company which is a four-star brand of hotels and resorts located primarily in North America. Its parent organization is Marriott International. Delta Hotel by Marriott creates seamless travel experiences in over 125 locations across North America, Asia, Europe and many more (Hotels, 2024). Offering customers quality hotel and motel services. They focus on the details that truly matter. Moreover, the brand’s simple and intuitive designed rooms, free Wi-Fi, exclusive Delta Pantry for Marriott Bonvoy Elite members, and convenient dining options offer travellers an effortlessly comfortable and stylish place to stay (Hotels, 2024). 
[bookmark: _Toc159349586]Reflection on Experience and Personal Development 
Here Kolb’s reflective model is utilised.
[image: Reflective model according to Kolb]
Figure: Kolb’s Reflective Cycle 
I have experience with the housekeeping department of Delta Hotel by Marriott Birmingham. In this department, my job is involved with cleaning and serving guest rooms and keeping an eye on all kinds of maintenance. Moreover, communicating with the front desk, ensuring the highest customer satisfaction, adhering to cleanliness and organizing everything according to consumer preferences, applying and maintaining all kinds of safety and security protocols and ensuring the safety around. I think I have developed a lot of skills and learnt a lot through work-based experience about organisations and their work environments. 

I have enhanced my tech skills and learnt to deal with people as well as with co-workers and colleagues. I have to deal with punctuality and reliability in reporting for scheduled shifts and adhering to assigned work schedules. Through this, I have developed my time management and People management skills better. The experiences also allowed me to develop more efficiency and effectiveness as well. I got a very suitable sector to use and utilize my Emotional Intelligence through the care service and optimize customer satisfaction. It was not just all in a good aspect, sometimes I faced guest inquiries with cleanliness issues, room and food issues, service errors, etc. In the given situations I used my training, guidelines, and academic knowledge and sometimes I had to use my intuition and critical problem-solving skills to resolve some situations. 

Throughout the whole process, I have used and developed my communication skills and got an opportunity to build up communication with different types of people. Thus, establishing quality networking enhances my roadmap to professional life and career. 

I will join some additional training sessions associated with my job role to be more sufficient and more effective. Moreover, I can have some advanced technology courses and different language courses which can lead me to promotion through more dedication and hard work. 
[bookmark: _Toc159349587]Critical analysis of work-based skill and technical knowledge
Work-based skills and technical knowledge are integral components for delivering quality guest service in any type of industry (Wirya, 2023). Here is a critical analysis below. 

· Enhanced customer experience: Work-based skills which include interpersonal attributes, problem-solving and critical thinking skills, and effective communication skills simultaneously to create positive and effective interactions and impressions to customers (Alcalde-González, Gálvez Mozo and Valenzuela Bustos, 2021). On the other hand technical knowledge allows us to provide more accurate information and service which helps to create a smoother experience for customers.

· Effectiveness and Efficiency: Having more technical knowledge allows employees to run, process and navigate the system and equipment more efficiently and effectively as well (Bhatnagar and Dheeraj, 2019). This can lead to minimising operational errors, shortened service time and overall enhancement of service and maximising customer experience. 

· Credibility and Trust: Guests want more knowledgeable and confident servers with expertise and competence to rely on. Having more technical knowledge can achieve trust and credibility from customers (Fouad, Hussein and Attia, 2016). On the other hand, work-based skills such as active listening, time management, empathy, and friendly behaviour, moreover active emotional intelligence can boost and enhance customer satisfaction and gain trust. 

· Troubleshooting: In the guest service industry, problems, complaints, and challenges are some inevitable issues (Olorunsola et al., 2022). Having more work-base skilful employees with peace-making ability, high emotional intelligence, conflict dealing ability, adaptability will allow an organization to resolve and deal with the problems more effectively and provide enhanced customer satisfaction (Tra, 2020). 

· Competitive Advantage: Providing Exceptional guest service is a key factor in the competitive market for the hospitality industry. Organizations that prioritize work-based skill and technical knowledge among their employees and workers will always have a competitive advantage by ensuring superior service and experience to their customers (Tram, 2022).
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Issues, Challenges and Conflicts are some inevitable components of the guest service industry (Verma, Singh and Aggarwal, 2020). Belonging to the Housekeeping department, I faced several problems and issues too. Among them, the most vital and mentionable one was about proper and appropriate staffing and proper scheduling issues to meet the demands of customer turnover. As I was appointed and associated with my department’s staff scheduling and reporting segment, I had to play a vital role in resolving the issue. Inadequate staffing was leading to delays in room turnover, resulting in guest dissatisfaction and possible negative reviews. It was also increasing the stress and workload of a particular existing staff group. There was a visible lack of balance in workload distribution which could have been sorted with Workload Balancing Theory.

Workload balancing theory: Workload balancing theory focuses on allocating heavy workloads evenly among existing shifts and employees to prevent stress and fatigue, maximize output, and maintain quality services (Wirya, 2023). The process includes analysing workload metrics such as room occupancy, guest service requests, and cleaning standards to allocate tasks and adjust staffing levels accordingly (Verma, Singh and Aggarwal, 2021). 

Using the following method besides my work-based skills and technical knowledge, I managed to encounter the organizational issue which arose. And lead to enhanced customer experience and enhanced staff scheduling management. I could have used some alternative theories such as Labour Standard Theory where the theory involves establishing standard labour requirements based on historical data. Which is a lengthy process to resolve the given situations. Or I could have used Employee Preference Theory where recognizing employee satisfaction and work-life balance is the key process. 
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Here is a future action plan for overall improvement in housekeeping role across guest service,
· Seeking learning opportunities: Actively seek out new learning opportunities to acquire more knowledge and new skills relevant to my housekeeping role and moreover the guest service. This will include new training sessions about relevant sectors both within and without the organization, various workshops, joining online courses on housekeeping practice, customer service principles, hospitality management, seeking mentorship and attending cross-training programs to broaden my skill set. 

· Developing work-based skills: Since work-based skills are one of the most important skills in guest service, I must work on more and more and improve my work-based skills (Andrade, Miller and Westover, 2021). As there is some scope to work on and develop my communication skills and teamwork. I have a plan to participate in an effective communication course and also develop my teamwork efficiency and effectiveness through participation and volunteering in special projects within the organization. 

· Personal and technical skill development: I have an action plan to work on my technical and personal skills. As technical skills play a vital role in ensuring maximizing customer experience (Thébaud, Kornrich and Ruppanner, 2021), I planned for some technology courses to upgrade my technological skills which can be very helpful for my promotion within the organization. 

[bookmark: _Toc159349590]Conclusion
My experience with the housekeeping role in Delta Hotel played a vital role in my work-based skills and technical knowledge in the guest service industry. Created and offered me a lot of learning opportunities. Moreover, it helped me create effective communication and good networking for future career objectives. 
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