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Reflective Learning Log: Housekeeping Supervision at Mercure Birmingham West Hotel




Introduction
Reflection is an important part of learning and professional development, especially in the hospitality business, where actual experience greatly improves theoretical understanding (Koukpaki, and Adams, 2020).  I have decided to guide this reflective diary using Gibbs's Reflective Cycle (1988). Six phases comprise this model: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. By means of this framework, I will evaluate my experiences shadowing a supervisory position in the housekeeping department at Mercure Birmingham West Hotel, so highlighting how these encounters have shaped my professional growth, work-based skills, and technical knowledge necessary for guest service management.
Overview of the Housekeeping Department
Maintaining hotel standards and guaranteeing client happiness depend much on the Housekeeping Department. It is in charge of general room and public area presentation as well as hygiene and cleanliness. Supervisors of housekeeping monitor daily operations, personnel coordination, inventory control, and adherence to health and safety rules (Zhang, et al, 2024). My shadowing experience was on learning the supervisory duties, good guest service management, and departmental problem-solving strategies.

Reflection Using Gibbs’ Reflective Cycle

1. Description
I had the chance to shadow a housekeeping supervisor during my placement at Mercure Birmingham West Hotel, so learning about the daily duties connected with the position. Daily room inspections were one of the essential chores involved in making sure high levels of hygiene and cleanliness were maintained. This needed a sharp eye for detail since even little differences might cause guest displeasure. Managing shift schedules and organizing personnel assignments were also absolutely vital aspects of the job. Ensuring that all rooms were served on schedule and that cleaning staff's job was spread fairly required effective planning and delegating.

I also saw the need of quickly attending to guest needs. My shadowing experience included a variety of visitor requests like special housekeeping services, room alterations, and other conveniences. Maintaining guest satisfaction depended critically on your capacity for quick and competent response. One such time I saw a guest complaining about the state of their accommodation upon check-in. The guest complained, saying the room hadn't been given complete cleaning. The housekeeping supervisor evaluated the matter right away and kindly offered a room swap as well as free services. This event made clear the need of guest relations and the need of quickly addressing problems to maintain the hotel's reputation.

Managing inventory and stock control was still another crucial duty for the department. To prevent shortages, I saw the supervisor placed orders as needed, checked supplies, guaranteed enough levels of cleaning materials and linens, and watched over supplies. This part of the job needed great attention to detail and organizing ability since faulty stock control could affect cleaning activities. Throughout my placement, also stressed was following health and safety rules. The manager made sure every member of the housekeeping crew followed correct practices including hygienic standards, safe handling of cleaning chemicals, and preservation of workplace safety criteria.

My shadowing experience gave me a whole awareness of the responsibility of the housekeeping supervisor. I saw personally how high operating standards needed constant communication, teamwork, and strong leadership to be maintained. Particularly when handling unanticipated guest complaints and operational difficulties, the dynamic character of the position demanded flexibility and problem-solving aptitude. These encounters really advanced my knowledge of controlling guest service expectations in a hotel atmosphere and greatly help me grow professionally.
2. Feelings
The fast-paced nature of the housekeeping activities and the degree of precision needed in supervising duties first made me overwhelmed. But as I got more known, I grew more sure in seeing the need of good communication, cooperation, and fast problem-solving. Seeing how a well-run housekeeping crew might improve client happiness helped me to value the department's importance in general hotel management.
3. Evaluation
The event gave insightful analysis of operational management, guest service standards, and leadership. Learning how to properly run and inspire a team to keep high standards of cleanliness was one advantage. I also saw how well strategic planning in housekeeping activities results in effectiveness and better guest experiences.
Dealing with unexpected visitor concerns presented one difficulty, though. Although the manager handled the matter effectively, I came to see that guest complaints can develop out of nowhere and call for flexibility and great people skills.

4. Analysis
This encounter reinforced the need of fundamental work-based competencies including:

Maintaining hotel standards depends mostly on good staff coordination and delegation (Casado, 2012).
Communication and Interpersonal Skills:  Housekeeping managers have to effectively communicate with visitors, staff, and management to guarantee seamless operations (Fallon & Rutherford, 2010). Interpersonal skills are also very important.
Problem-Solving: Quick resolution of guest concerns helps to improve hotel reputation and avoid unfavourable reviews (Johnston, Clark & Shulver, 2012).
Health and Safety Compliance: Hotel accreditation (ASET, 2017) and guest safety depend on industry standards being followed.
My practical understanding of these ideas was much enhanced by academic knowledge from my Level 4 to 6 courses, especially in service operations management and customer service strategies.

5. Conclusion
The placement has really improved my knowledge of guest service expectations and housekeeping oversight. The event underlined the need of good communication, leadership, and problem-solving abilities in preserving high standards of quality of service. Furthermore, I now value the operational difficulties in housekeeping more highly and the need of effective guest relations and staff management.

6. Action Plan
My experiences guide my future action plan to consist:

· Learning good time management techniques will help one to manage several obligations.

· Improving conflict resolution strategies will let one more boldly answer visitor complaints.

· Learning more about hospitality management systems will help with staff scheduling and inventory control.

· Looking for more customer service excellence training to enhance guest contacts.

Critical Evaluation of Work-Based Skills and Technical Knowledge
In the hotel sector, controlling guest service expectations calls for technical expertise and work-based abilities. Crucially, one must be able to strike a balance between operational effectiveness and client satisfaction. As stressed in several scholarly sources, my placement experience fit important industry norms.
Service Quality and Guest Expectations : High cleanliness standards and effective housekeeping help to create good guest experiences and brand reputation by means of which cleanliness standards and guest expectations are met (Rughubalan, 2009).
Operational Efficiency in Housekeeping: Time management and resource allocation help to maximize housekeeping operations by means of which delays are minimized and guest satisfaction is raised (Bardi, 2010).

Leadership in Hospitality: A proactive management style guarantees worker motivation and teamwork, so ensuring consistent service delivery (Wood, 2013.).

Analysis of a Guest Service Situation
Observing a housekeeping supervisor at Mercure Birmingham West Hotel helped me to learn a great deal about guest service management, hotel operations, and leadership. This encounter improved my knowledge of keeping high standards of service and guaranteeing guest contentment. These ideas will help me in my career to increase operational effectiveness and enhance guest experiences by means of operational efficiency.
One particularly noteworthy instance was a guest complaining about a delayed room cleaning service. Frustrated, the guest came back in the afternoon to discover their room had been cleaned incorrectly. This problem compromised the guest's experience, threw off the housekeeping schedule, and damaged the hotel's standing (Jayanti,  2023). Seeing how the manager handled the matter let me realize in hospitality management the value of good communication, fast problem-solving, and teamwork. To reassure the visitor, the supervisor immediately apologized, made plans for quick room servicing, and extended a nice gesture. This proactive approach proved the need of guest-centred service and helped to fix the problem.
This event underlined the requirement of effective task distribution, guest-oriented solutions, and open communication among departments. I shall apply these techniques going ahead to guarantee flawless service delivery and maintain high standards of hospitality in my work.

Conclusion and Future Professional Practice

From shadowing a housekeeping supervisor post at Mercure Birmingham West Hotel, my reflective journal has underlined my main learning outcomes. The knowledge has helped me to grasp guest service management, hotel operations, and leadership. I will use these realizations going forward to improve my hotel-related professional performance so guaranteeing high levels of guest happiness and operational effectiveness.
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