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Department Overview

The housekeeping department of Novotel Hotel stands out in providing guests with rates of cleanliness and room readiness on the highest level. This department is the central operational hub of Novotel Hotel, and its main task involves extensive cleaning of guest rooms, public areas, and any areas behind the hotel to create a pleasant environment, as Rughubalan (2009) also states. The department also implements the unique guest preferences or requirements while preparing the same to ensure that details, like the placement of amenities linens, are delivered as expected. This reflection essay utilises  Gibb's model of reflection to highlight my learning experience during my placement at the Novotel Hotel's housekeeping department. The reflection model will help me to navigate through events, emotions, evaluations, and conclusions by leading me through a system-based exploration of work skills and guest service standards. While in my placement, my learning objectives include acquiring a deep motivation for operational excellence in housekeeping, growing guest correspondence skills, creating problem-solving strategies for guest service issues, and improving collaboration and teamwork abilities.

Reflection on Experience and Personal Development

	My placement at Novotel Hotel's housekeeping department has provided me with hands-on experience in operational dynamics and an insight into the intricate skills needed while shadowing a supervisor in the department. Watching the supervisor handling a sudden room change request by a guest with particular food allergies gave me an idea of how being adaptive and a problem solver is essential. This revealed how the technical know-how on sanitisation and taking care of resources, along with crisis management and redeployment of resources, all combine to maintain the quality and standards of services. The supervisor's coordination with the front desk, maintenance, and other departments to resolve issues also showed how supervising relies on the different departments for success, as Xie et al. (2020) recommend. Additionally, time management skills become apparent as the supervisor oversees various tasks, from inspecting rooms and administration of employee timetables to dealing with guest complaints. 
  	Additionally, my professionalism and sophistication were a result of my industrial work experiences and academics. Although my former vocations were diverse, they nevertheless helped me to acquire the relevant soft skills such as active listening, strong communication, and empathy soft skills Academically, classes on hospitality management provided a theoretical framework for service excellence and utilising the theory-practice approach increased my understanding of the multidisciplinary nature of hospitality industry, particularly in the guest service roles where a blend of teamwork, communication, and personal skills are mixed with operational tasks as Adeyinka-Ojo et al. (2020) also outline. 

Critical Analysis of Work-Based Skills and Technical Knowledge

A critical analysis of the housekeeping department through the inner hotel operations shows how housekeeping skills such as floor cleaning, making beds, washing, and polishing are essential in maintaining a high level of service delivery at the Novotel Hotel. Such skills not only guarantee operational efficiency but also highly determine guests' impressions and satisfaction rates. According to Casado (2012), the housekeeping role presents many challenges and calls for versatile staff who are adaptable and problem-solvers. When a visitor flagged an area complaining about his room's cleaning standards, the supervisor responded quickly, giving the guest priority of comfort and allocating resources to make the error right, thus preventing any significant service disruption and the hotel's reputation. Accuracy is also essential in housekeeping, as I watched the supervisor inspect the rooms and record the scores in the timesheet every time to ensure that besides cleaning all aspects of the room, from arranging everything to stocking out amenities, the hotel's strict quality requirements. 
 Adherence to technical standards of cleaning and safety is also essential in the housekeeping department (Nimri et al., 2020). The manager showed a deep knowledge of the cleaning agents and how and when they should be used, such as according to the nature of the surfaces and the presence of some allergens. Technical know-how aided in ensuring that rooms were ready and that uniformity of quality was observed. The fast room readiness assessment and quality control that the supervisor does during arrival time and per the standards of Novotel Hotel shows that technical skills are vital to the performance of outstanding guest service. 


            Reflection on Organisational Issues

	While shadowing in the Housekeeping department, a crisis occurred when the guest complained about the room's cleanliness. Such incidents bring about a rather urgent situation for the department to effectively shift the resources in resolving the guest's issues. The situation, however unpleasant for the department, also tested the department's efficiency and could potentially damage the hotel's reputation regarding customer service. The incident affected Housekeeping staff morale, underlining the significance of providing a high standard of cleaning to satisfy the guests and to maintain the hotel's performance and excellence, as Wood (2012) suggests.
To address this challenge, it is essential to ensure the implementation of a timely and efficient recovery service like re-cleaning of the room or compensatory services that can help alleviate the guest's dissatisfaction. Moreover, executing personnel training and standardising cleaning practices would bring uniformity in terms of the hotel reaching its cleanliness standards (Olimovich,  Bakhtiyorovich, and Salimovna, 2020). Becoming familiar with a culture of continuous improvement driven by Total Quality Management and Kaizen principles also facilitates a philosophy of permanent quality enhancement in service, thus increasing guest satisfaction and efficiency of the operation within the Housekeeping department, as Faraj et al. (2020) highlights.

 Future Action Plan

One of the actions for improving the maintenance activities to deliver excellent guest services in the Housekeeping department is focusing on the key areas for improvement. Building on-the-job skills and technological knowledge through continuous professional development and practical hands-on experience is imperative. This involves constantly acquiring knowledge on the current housekeeping technologies and sustainability methods, as well as learning to be flexible and adaptable through the job. I will also improve my communication and teamwork abilities, particularly by creating an efficient communication network and by taking part in frequent team-building activities for a working environment that helps one to be united, as Xie et al. (2020) advise.
I can also boost the optimisation of task management by introducing a prioritisation framework and integrating technology to regulate operations and boost efficiency. Additionally, I give special attention to my skills through advanced training where empathy, active listening, and stress management techniques are provided to remain professional even under pressure. With an obsessive guest-centric approach, I will service excellence will be achieved by collecting guest feedback regularly and continuously improving my quality of services by exploring new ways to ensure the guest's satisfaction. This action plan has had a profound effect on my personal development since it provides me with a growing mindset, professional competencies, and advanced skills for my future career. It also keeps me on the path towards professional development in the hospitality sector, which involves training me for better roles within the industry and generally improving industry standards. 

Conclusion

The shadowing experience within the Housekeeping department at the Novotel Hotel is a crucial factor in my comprehension of work-based skills, technical knowledge, and the basic function of customer service in the hospitality sector. From the covers of the operations, attention to detail, timely problem-solving, and operational efficiency to the imperative of adaptation and effective communication as factors that define guest satisfaction have all been exhibited by this practical exposure. Reflecting on encounters during my placement highlights that professionalism in the hotel guest service business is dependent on continuous learning, teamwork, and abiding by guest satisfaction standards. This learning log is not only a milestone of my professional development but also lays a solid foundation for my future career ambitions, which fully demonstrates my determination to offer my best efforts in the mobile hospitality environment. The experiential learning cycle played a significant role in my success in putting my thoughts and insights in order and helping me to systemise all the experiences to be able to create a comprehensive plan for improving the guest service operations and supporting my professional development goals in hospitality.
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