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Hotel Holiday has always achieved a good name because of its operational activities around the world. In the UK, Holiday Inn provide standard level service (Rafahat, 2022). Housekeeping is one of the most important parts of the operational service of Holiday Inn, Sunderland. It means disposing of rubbish, cleaning dirty surfaces, dusting, and vacuuming (Bhatnagar and Nim, 2019). 
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· To ensure a high standard service which will satisfy the customers. 
· Increasing effective communication, managerial, leadership and problem-solving skills. 
[bookmark: _Toc157906119][bookmark: _Toc158135799]Reflection on Experience and Personal Development 
[bookmark: _Toc158135800]Gibbs reflective model
My experiences in the supervisory position of the “Housekeeping” are given below-
[image: Gibbs' Reflective Cycle]
Figure 1: Gibbs reflective cycle
Source: He, Parkinson, and Doyle (2018)
Description: I got many complaints about housekeeping in my hotel. I feel that, because of lack of communication and unskilled employees these things have happened in my hotel repeatedly. The turnover rate in this department is moderate to high and I do not want to recruit fresher for housekeeping job. However, it is difficult to manage sometimes experienced people because, in a new environment, some cannot adjust quickly. As such, this hotel recruits employees from different countries, some employees from different countries and diverse environments do not understand UK culture. In the beginning, this problem was extreme, then I changed the recruitment process for housekeepers. Still, I am getting many complaints about the poor performance of the housekeeper. During COVID-19, when the hotel reopened, one customer got an unclean washroom and then posted it on social media. Later, I saw many problems I liked and I took immediate steps and strategies to resolve the entire issue. 
Feeling: I have mixed thoughts about this position. I learnt so many things which will help me to upgrade my career but my self-controlling capabilities have reduced because of intentional mistakes employees. Sometimes housekeepers do not perform their jobs properly, which reduces my reputation. Every day I try to deliver a clear instruction to all of my employees. I oversee and monitor their work. 
Evaluation: I have reduced the cost of housekeeping by hiring experienced employees. Entire activities and responsibilities have improved my interpersonal, communication and team management skills. But still, I feel I have a lack of empathy. 
Analyses: Housekeeping is an essential part of a hotel, sometimes two and three-star hotels get better ratings on social media for maintaining standard housekeeping service (Hsu et al., 2019). When a guest arrives, their main demand is room service that is why I have always tried to provide the best service. I have also decided to recruit more employees in housekeeping and increase the commission for better performance. 
Conclusion: I want more budget from the authorities of the hotel for better performance. Sometimes to maintain a budget we use low-quality products and hire employees for low wages. It demotivates employees and reduces the quality of service.
Action plan: If this problem arises again I will stop hiring freshers and fire those who will mistakes intentionally. I will improve my emotional intelligence to understand why some employees want to quit their jobs. I will create a positive working environment for all. 
[bookmark: _Toc157906120][bookmark: _Toc158135801]Critical analyses of work-based skill and technical skill
Leadership: In this organization and in this position I have improved my leadership skills and knowledge about diverse cultures. I oversee, provide feedback and instruct the housekeepers of Holidays Inn Sunderland. Sometimes I conduct logistics work with my employees.
Strong bond with employees: Newly recruited employees take time to cope with the company's culture (Khan et al., 2020). I never provide them immediately rather I suggest seeing others about 7/8 days, and then I take their opinion and feedback to improve. This activity has improved my relationship with the housekeepers. 
Emotional intelligence: Sometimes employees face family problems or physical problems, which reduce their performance level (Davidescu et al., 2020). I have organized a program, where employees can share their problems without hesitation. I took training on emotional intelligence to understand employees' needs. I have indefinite that wage rate, distance home, and workplace environment have created negative effects on their performance. I have increased the wage rate and set the Commission for overtime. 
Effective communication: Housekeeping department must ensure strong communication with the front desk and receptionist, who take bookings based on the Housekeeper taking care of the room (Alcalde-González et al., 2021). I always try to maintain it. With my employees, I talked every day before starting work to provide clear instructions. I use technologies for better communication 
Overseeing and monitoring: Room cleanliness and sanitation are very important because hotels already have a bad reputation for it (Andrade et al., 2021). I regularly check rooms before guests come in time.
Managerial skills: I schedule employees' work and shifts based on it I provide responsibility. I formulate strategies to increase the functioning of other departments by telling them how much a standard housekeeper can change hotel sales. It improved my business management skills and working flexibility.
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After joining here, my overall experience in excellent. I got enough authority and support to execute all of my plans, they always pay attention to the needs of my department. In the beginning, it was difficult to ensure a good relationship with the existing housekeeper, but later I understood how to deal with everything. 
Housekeeping is not an easy job, there are different types of jobs. Housekeepers need continuous training and knowledge of updated technologies for better service (Bhatnagar and Nim, 2019). Authorities sometimes show indifferent behaviour to provide relevant expensive training for employees. Sometimes employees believe that for housekeeping work they do not need training. Existing training programs for housekeepers are not relevant anymore, some people find it unnecessary. 
One of the major incidents in front of guests that occurred with me was a lack of cleanliness. The washroom door and basin were broken. On the job, the housekeeper did not inform me. Later the guest called the housekeeper to fix it, and the housekeeper said sorry, I was completely unaware of it. The next day guest told me everything. This incident was very shameful to me. I immediately changed their room and fixed everything of that broken wash. At night I checked the website and social media where I got many complaints related to hygiene. This reduced the reputation of Holiday Inn Sunderland. After that, I took 2 weeks to fix all the broken washrooms. It was costly but there was no other option. 
[bookmark: _Toc157906122][bookmark: _Toc158135803]Action Plan for future
· Holiday Inn Sunderland has a good name but one incident has changed many things about this hotel. As a supervisor, I tried my best to avoid problems. Now, I have decided to recruit more employees to complete tasks on time. 4/5 more employees in this position can help to manage time at work. I will divide all of my housekeepers into small groups to report me. 
· Every month I will arrange a discussion program to know their feedback. When I make a major change in the company's operational process, I will ask for suggestions from employees. Prioritising employees while decision making encourage to improve their performance, because they think that they are an important part of this organisation (Khayatzadeh-Mahani et al., 2020). 
· Finally, because of our bad reputation, we have decided to do some CSR activities. I will talk with the authorities because now we need a group of people who will handle social media issues and create a positive name in social media.
[bookmark: _Toc158135804]Conclusion 
The housekeeping system of Hotel Holiday Inn, Sunderland has been changed for the last seven months to get a greater value from employees. In the beginning, it was really difficult to manage both authorities and employees to execute this change. However, after analysing negative complaints on the website and taking employees' opinions I understood that change is necessary for the housekeeping department. Now operational costs have increased, but their rating on the website has increased and customers are satisfied with this.
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