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The student placement at the Novotel Hotel is an instrumental step in my professional journey. The placement aligned with my ambition of delivering and maintaining quality services that meet customer expectations, an element missing in the hotel industry. The placement complimented my academic and theoretical knowledge, allowing me to leverage my skills towards optimising customer service in the housekeeping department. As a shadowing supervisor, I use the Gibbs reflective model to explain my experience at the hotel. The reflection analysis explores how the exercise of work-based skills, application of technical knowledge, and fusion of vocational and personal experiences contribute to a great customer experience.
Novotel Hotel Operations Overview
The Novotel Hotel is a renowned key industry player characterised by high-end guest services across its departments. Guest service operation is a crucial aspect of the hotel business that aims to create a good impression of the hotel to the guests. This operation entails many sections, such as the cleaning division, the reception division, the food and drink division, and the information centre. Every department complements each other to deliver excellent services to the guests, fulfilling their needs. The housekeeping department is one of the most important departments that have direct contact with the guests, especially by cleaning and maintaining the rooms, which reflects the level of satisfaction of guests, Johnston, Clark, and Shulver (2012) also highlight.
During my placement in the housekeeping department, my learning objectives include gaining practical experience in the field and improving technical know-how in cleaning, handling inventories and maintaining guest rooms. Other goals include increasing communication and teamwork skills for efficient coordination and improving organisational skills such as time management, priority setting, and problem-solving in addressing the guests' needs and concerns. I also want to enhance my interpersonal skills in paying close attention to detail, being responsible, and being flexible to achieve and even surpass the guest service standards and maintain cleanliness.
Reflection on Experiences and Personal Development
The placement allowed me to get primary experience in the management and operations of the housekeeping department. The position involved inspecting the guest rooms for quality standards, staff coordination, training, task scheduling, inventory management, and handling customer complaints (Dasgupta and Jamader, 2024). The responsibilities nurtured my personal development through problem-solving skills, which were pivotal in handling customer complaints. The element of teamwork significantly showed how cooperation can yield productivity. In addition, communication skills were significant in coordinating staff and understanding the guests' needs. Displaying empathy towards the staff and guests shows professionalism and the vital role that personal skills such as emotional intelligence and communication play in meeting customer expectations (Idayanti, Ayu, and Piartrini, 2020). The importance of task management skills was evident in the assignment of tasks, and it enhanced task prioritisation and timely task completion. 
Analysis of Technical Knowledge and Work-Based Skills Importance
The supervisor's possession of technical knowledge and work-based skills is fundamental for the smooth running of the operations. Problem-solving skills immensely contribute to my personal development and help me offer solutions to every customer complaint, as Casado (2012) recommends. Being able to exhibit the skills builds confidence in the staff and guests. In addition, being able to solve the water shortage in the department as a supervisor taught me the importance of handling the issues quickly to keep the operations moving. Proficiency in task management is critical to every supervisor, as task delegation and prioritisation enhance the delivery of quality, standard service, and timely completion.
Technical knowledge in varied areas, such as developing and implementing safety measures, is vital to fostering compliance with health and safety measures (Sudarmayasa et al., 2022). A notable case was the default of an HVAC system in one of the guest rooms, which hindered temperature regulation and required immediate repair. The colleague supervisor was able to run a fault assessment of the system within a short time and determine the fault. In coordination with the maintenance team, the HVAC system operations were restored. Knowledge of cleaning procedures, safety hygienic measures, and efficient use of equipment reduces the risks of equipment repair, cleaning disruptions, and unseen accidents and enhances the maintenance of cleanliness standards.
Reflection on Organisational Issues
One of the significant issues that arose was the water leak in guest rooms while under supervision. Before a quick repair response was initiated, the water had caused dire damage, with some of the rooms experiencing flooding. The water drainage system became faulty following the high pressure of the leaking water that contained waste. The situation led to several guest complaints and a reshuffling of the department's operations schedule. The supervisor apologised to the guests for the abrupt incident and offered them the temporary solution of moving to a new room as their allocated rooms were being restored. Stringam and Gerdes (2021) recommend using an integrated Internet of Things (IoT) system in this era of technology to enhance the detection of water leaks and avoid such incidents in the hotel.
The water leak prompted a water shortage in the department, lagging behind basic operations in the department. However, following a response from the supervisors, communication was made with the maintenance team, and the organisation teams coordinated to ensure the safety of the guests. Arroyo Herrera (2022) advises that guests should be aware of the situation when such issues occur as maintenance is sought. The incident exposed the organisation's weaknesses in emergency prevention measures and infrastructure. As the Total Quality Management (TQM) theory asserts, there is a need for management to have unified approaches, such as regular system assessment, to enhance preventive measures and guarantee safety and quality services (Abbas, 2020). In addition, an issue of consistent cleaning standards was witnessed following the high employee turnover experienced in the department monthly. 
Future Action Plan
Considering the personal development and experience gained during my placement, I have noted several areas for improvement:
a) Task management and resource allocation: As a supervisor, I want to engage in several projects that involve planning to learn more about project management, prioritisation, and resource allocation criteria.
b) Improving personal skills: I seek to apply reflective experience, abstract conceptualisation, and active experimentation as recommended by Kolb's Learning Cycle Theory (Long and Gummelt, 2020) as the roadmap to fostering personal development for standard services.
c) Enhanced effective communication: Exploring practical communication approaches that express empathy, kindness, and keen listening can foster guests' satisfaction.
d) Coordination and teamwork: observing the selfless commitment of the staff in operations teaches the need to embrace teamwork as it eases addressing emerging issues, coordination of activities, appreciation of diversities, and timely completion of projects.
Specific Action Plan
The following specific actions will help me to achieve the future action plan.
a) Comprehensive staff training in technical areas such as emergency response and equipment operation and maintenance. According to Tra (2020), the training should also involve adherence to cleaning protocols when handling machines during cleaning.
b) Establishing team-building activities to promote capacity building.
c) Establish and implement safety and hygiene measures in the department and ensure staff and guests comply. Chen, Wang, and Zhang (2022) assert that hygienic checkups prevent the transmission of infectious diseases.
d) Regular system checkups should be embraced to ensure preparedness in case of faults.
The action plan directly contributes to my professional and vocational development by fostering the attainment of skills and technical knowledge vital for smooth operations in the hospitality industry. It also aligns with my personal development goals by enabling me to acquire primary experience in handling various operational and guest issues accurately through communication and problem-solving skills. The leadership skills embedded in teamwork and task management proficiency provide insights into a quality future.
Conclusion
Serving as a supervisor in the housekeeping department exposed me to many learning opportunities and challenges that triggered the need for personal development. Many operations required practical approaches, constant interactions with department teams, building work- shortages, water leaks, and system faults emphasised the need for every staff member to be equipped with technical knowledge. The placement underscored the importance of communication, teamwork, and personal skills in meeting the guests' service standards. Overall, my placement was productive and effective for my career. based skills and attaining primary experience. Issues such as water 
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