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Introduction
The Holiday Inn located in the bustling centre of Sunderland offers both convenience and comfort. Visitors can enjoy the comfort of air-conditioned rooms, dine at the restaurant and bar, or conveniently access Starbucks at any hour. They can utilise complimentary Wi-Fi or engage in physical exercise at the fitness centre. The Bridges Centre, University, and Stadium of Light are within walking distance, facilitating convenient city travel (Oviedo et al., 2021). Despite the absence of parking, the Holiday Inn in Sunderland is an excellent option for visitors due to its amiable staff and convenient location.
Objectives
After completing my placement in this department, I will acquire hands-on experience in the hotel's guest service and housekeeping operations.  I intend to cultivate essential customer service aptitudes, including effective communication, adept problem-solving, and proficient conflict resolution. 


Section 1: Reflection on Experience and Personal Development
Shadowing a supervisory role in the housekeeping department entails more than just acquiring the skill of making a bed with precise hospital corners. This is an in-depth exploration of the complex realm of guest service, uncovering the essential job-related abilities and technical expertise necessary for surpassing expectations (Lian, 2023). I will analyse my tenure in the housekeeping department at the Holiday Inn Sunderland Hotel using Kolb's reflective model. This is an experiential learning model that I use to provide a framework for reflecting on my experience of shadowing a housekeeping supervisor. Let us review the main points learned at each stage:
Concrete Experience
I monitored and implemented cleaning schedules, resolved guest issues, and managed interpersonal relationships among staff members. I observed the fastidious cleaning procedures, ranging from the elimination of stains to the implementation of sanitisation protocols. I experienced the stress of meeting deadlines and the contentment of having a perfectly clean room. I observed seasoned housekeepers closely, observing their meticulous cleaning procedures. Observing the meticulous attention and accuracy needed to uphold flawless standards, I witnessed the process of dusting delicate surfaces and dealing with stubborn stains.
Reflective Observation
The placement's physical demands caught me off guard, the time management pressures posed a challenge, and the dedication and teamwork exhibited by the housekeeping staff inspired me (Flicker, 2022). By acknowledging these emotions, I gained insight into my learning preferences and how they impacted my experience. Their aptitude for efficient delegation emphasised the importance of transparent communication and trust within a team. These observations yielded valuable insights into the fundamental values and principles that support the department's achievements.
Abstract Conceptualisation 
The supervisor's adeptness in time management extended to encompass more comprehensive organisational principles that are universally applicable across various domains. Their communication strategies, such as employing active listening and providing explicit instructions, can be applied to a range of interpersonal exchanges. I started to recognise the inherent worth of the job-related skills and technical expertise that I was gaining. Their conflict resolution methodology is transferable to interpersonal engagements. 
Active Experimentation
I continuously pursued opportunities to apply the knowledge I acquired. I took on the responsibility of leading group projects in my studies, making use of the delegation and communication skills that I observed. I applied active listening and conflict-resolution techniques during my interactions. The internship was not merely a limited experience; it sparked a passion for ongoing education. I researched online materials regarding optimal housekeeping methodologies and the cultivation of leadership skills (Sharma, Sohani and Yadav, 2022).


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
My experience shadowing the housekeeping department at Holiday Inn Sunderland highlighted the vital significance of work-based skills and technical knowledge in fulfilling guest service expectations. Through careful observation of the team's commitment and proficiency, I acquired a valuable understanding of how these components interconnect to produce a flawless and gratifying customer experience.
Work-based Skills
Collaboration and Teamwork:  Ensuring stringent cleaning standards necessitates a synchronised endeavour. Observing housekeepers effectively cooperate, distribute tasks, and support one another instilled the importance of teamwork in achieving shared objectives (Nevarez, 2023). This translates to providing excellent customer service by maintaining a high level of quality in all rooms and creating a positive work atmosphere that ultimately benefits guests.
Interpersonal Skills and Communication: Efficiently engaging with both guests and colleagues was of utmost importance. The supervisor's effective communication in addressing guest concerns or assigning tasks exemplified the significance of attentive listening, empathy, and courteous interaction. 
Prioritisation and Time Management: Ensuring the timely completion of tasks within narrow timeframes was crucial. The supervisor's fastidious organisation, effective delegation of tasks, and skill in prioritising crucial cleaning elements demonstrated the significance of time management in surpassing guest expectations. 
Technical Knowledge
Knowledge of Managing Guest Rooms: Gaining knowledge about the arrangement, facilities, and possible challenges unique to various types of rooms was crucial (Lee and Lee, 2021). The supervisor's capacity to predict guest requirements according to room type, such as restocking specific toiletries or addressing accessibility issues, showcased the importance of technical expertise in crafting a tailored and pleasant guest experience.

Protocols and Cleaning Standards: The individual demonstrated a profound understanding of thorough cleaning methods, the correct application of cleaning products, and adherence to hygiene protocols (Lambe, 2020). The observation of the careful and thorough approach, which includes sanitising frequently touched surfaces and employing specialised techniques for removing stains, emphasised the significance of technical expertise in maintaining cleanliness and ensuring the safety of guests.
During the experience, I observed a direct correlation between work-based skills, technical knowledge, and the ability to surpass guest expectations. For instance, the effective collaboration among team members ensured that rooms were cleaned promptly, the supervisor's adept communication skills swiftly addressed guest concerns, and the team's extensive technical knowledge ensured a clean and hygienic environment. 


Section 3: Reflection on Organisational Issues
During my shadowing experience at the Holiday Inn Sunderland, I gained valuable insights into the significance of work-based skills and technical knowledge. On a particularly hectic weekend, multiple guests expressed dissatisfaction with the time it took for them to receive fresh towels after their rooms were cleaned by the housekeeping staff. The scarcity of towels caused by an unforeseen accumulation of laundry worsened the problem. The scarcity led to guests feeling frustrated and inconvenienced, which affected their overall satisfaction and potentially influenced their perception of the hotel's service (Narayanan, 2022).
Based on pragmatic considerations and pertinent theories, the following recommendations are proposed to tackle analogous circumstances:
· Utilising proactive communication strategies, such as providing guests with advance notice of possible delays through welcome notes or digital messages. Open communication is by Transparency Theory, promoting trust and comprehension (Cui, 2021).
· Facilitating enhanced communication and collaboration among the housekeeping, laundry, and reception departments can expedite responses and enable proactive problem-solving. This is consistent with the principles of Teamwork Theory, which involves utilising the combined resources and skills of a group to accomplish objectives (Goh et al., 2020).
This particular scenario operated as an inspiration for more extensive understanding. Through the analysis of its impact and the proposal of solutions based on both theoretical and practical considerations, I acquired a more profound comprehension of the complex interaction among different factors in guest service. 


Section 4: Future Action Plan
	Area of Improvement
	Goal
	Action Plan

	Teamwork
	Be a team player who anticipates needs, promotes collaboration, and improves the workplace.
	Look for cross-departmental volunteer opportunities and support others. Proactively suggest and share workload.

	Task Management
	Manage tasks, meet deadlines, and handle guest requests reliably.
	Use planners or apps to manage time. Try the Pomodoro method to focus and work better.

	Communication
	Clarify information and understand guest needs to improve communication.
	Effective communication training is available online or in-house. Use mock scenarios to practise summarising and listening.

	Guest Room Knowledge
	Give every guest personalised and inclusive service.
	Research accessibility guidelines and take sensitivity training. Shadow accessible room prep experts.

	Adaptability
	Stay calm and efficient to minimise guest disruptions and maximise satisfaction.
	Role-playing or creativity workshops to boost cognitive speed and volunteer for unfamiliar tasks.




Conclusion
In conclusion, the Holiday Inn Sunderland's guest service team prioritises guest satisfaction, requiring effective communication, problem-solving, and conflict resolution. My placement in the housekeeping department enhances these skills, emphasising the importance of interpersonal, time management, and technical knowledge in delivering high-quality guest service. Lastly, I will acquire knowledge that will be of great value regarding the numerous job opportunities that are available within the hospitality industry. 
