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My supervisory shadowing experience in the hospitality industry has significantly shaped my professional development, particularly within the context of the Housekeeping and Meetings and Events departments. This experience provided me with critical insights into the essential work-based skills and technical knowledge required to meet and manage guest service expectations effectively. By observing supervisors in action, I gained a deeper understanding of the day-to-day operations within these departments and learned valuable lessons in communication, teamwork, task management, and problem-solving, all of which are fundamental in the hospitality industry. 

During my time in the housekeeping department, I had the opportunity to observe how a supervisor coordinated the cleaning schedules, managed the housekeeping staff, and fulfilled guest requests. The Housekeeping department is integral to the guest experience, as it is responsible for cleanliness, comfort, and overall guest satisfaction (Mchigani et al., 2019). As I shadowed the housekeeping supervisor, I saw first-hand how essential communication was in managing both staff and guest expectations. The supervisor would constantly interact with housekeepers, front desk staff, and maintenance to ensure that rooms were cleaned to the highest standard and that any maintenance issues were promptly addressed. This highlighted how communication across departments was crucial for smooth operations, especially when issues and guest complaints arose that required immediate resolution. One of the key challenges I observed in the housekeeping department was the constant pressure to maintain standards while balancing numerous tasks. For instance, unexpected guest requests, like additional towels or late check-outs, or urgent maintenance issues, such as a malfunctioning air conditioner or plumbing problems, would often derail the cleaning schedules. These unplanned disruptions increased the stress on the team, who were already managing a full workload (Faulkner and Patiar, 1997), making it difficult to meet deadlines while ensuring every room met the high standards expected, leading to some guest complaints. For example, a guest had raised a complaint about the cleanliness of their room, citing that the bathroom was not up to the expected standard. I observed how the supervisor handled the situation by immediately acknowledging the guest’s concerns, apologizing for the inconvenience, and offering to re-clean the room. The supervisor also ensured that the guest was provided with an alternative room while the issue was being addressed. While the supervisor’s response was swift and professional, I believe that an additional follow-up with the guest later in the day could have further reassured them that their concerns were fully resolved and demonstrated the hotel’s commitment to guest satisfaction. Furthermore, a significant organisational issue I observed was the breakdown in communication between the housekeeping department and other hotel departments, such as Front Desk and Maintenance. The supervisor in Housekeeping frequently faced delays in responding to guest complaints and maintenance issues due to a lack of real-time communication across departments. This breakdown resulted in slower response times to guest needs and negatively impacted guest satisfaction (Hess et al.,2003) .
Another important skill that I developed during my shadowing experience was task management. In the Housekeeping department, I observed how supervisors had to juggle multiple tasks simultaneously, including overseeing staff, addressing guest requests, and ensuring the timely cleaning of rooms. The ability to prioritize urgent tasks, such as addressing maintenance issues or guest complaints, was crucial in maintaining an organized and efficient workflow. Furthermore, I also witnessed the significance of problem-solving and adaptability in managing guest service expectations. In both departments, issues arose that required quick thinking and immediate action. For example, in Housekeeping, maintenance problems in guest rooms would disrupt cleaning schedules, requiring the supervisor to reassess priorities and reallocate the staff to address the issue. However, despite these challenges, the supervisor demonstrated the importance of remaining calm under pressure, reassessing priorities quickly, and effectively approach solving problems. I gained a better understanding of the importance of managing time efficiently and effectively to avoid delays in room readiness while prioritising guest satisfaction.  Furthermore, this experience highlighted the importance of timely responses to guest complaints, and the value of communication to ensure that guest expectations are fully met. 



However, to address the communication challenges between departments, I proposed implementing a communication platform to improve coordination. For example, a cloud-based Property Management System (PMS), or similar software, would allow real-time updates on guest requests, maintenance issues, and room statuses (Alam et al., 2024). This would ease communication between key departments like Housekeeping, Front Desk, and Maintenance. For example, when a guest makes a request for extra towels or a late checkout, this could be instantly logged into the system, allowing Housekeeping to respond right away. If a maintenance issue arises, the system would alert both the Housekeeping and Maintenance teams, so they can quickly address the problem without disrupting the cleaning schedule or guest experience. Additionally, the system would also improve service recovery by helping staff respond quickly to guest complaints. As according to Suh et al., (2012), allowing supervisors to track the progress of services in real-time, allows for stronger task delegation and team management, ensuring issues like re-cleaning a room or moving a guest are handled efficiently. Additionally, the platform would allow for easy task management, helping supervisors allocate resources more effectively, especially during busy periods (Barber et al., 2023). Therefore, by using this integrated system, hotel staff would have better communication and real-time information, making it easier to prioritize tasks and provide quicker service. For example, front desk staff would be able to communicate directly with housekeeping and maintenance teams, alerting them about guest requests, room availability, or any maintenance issues that need attention. This direct link would reduce the chances of miscommunication, delays, or overlooked guest needs (Baum, 2006; Mercan et al., 2021). Additionally, a centralized system would facilitate quicker service delivery by streamlining operations and reducing waiting times for guests. This means that guests would receive faster responses to their requests, whether it's for extra amenities, room service, or assistance with issues, creating a smoother overall guest experience. This solution would ultimately help improve guest satisfaction by ensuring that their needs are met in a timely and efficient manner (Jeong and Oh, 1998). 

In conclusion, my placement experience has provided me with valuable insights into the skills and knowledge required to meet guest service expectations in a hotel environment. The shadowing experience in both the Housekeeping and Meetings and Events departments allowed me to develop a greater understanding of the importance of communication, teamwork, task management, problem-solving, and adaptability. These skills are essential for supervisors in maintaining high service standards and ensuring that guests have a positive experience. As I move forward in my career, I plan to continue developing these skills and applying the lessons I have learned to enhance my future professional practice within the hospitality industry.
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