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Introduction
I had the privilege of shadowing a supervisory position in the Housekeeping Department during my placement at Maldron Hotel Newcastle. The housekeeping department is a critical component of guest service operations, responsible for maintaining the highest standards of cleanliness and hygiene in public areas and rooms. A well-managed housekeeping team has a direct impact on operational efficiency, hotel reputation, and guest satisfaction. To organise my reflection, I have selected Gibbs' Reflective Cycle (1988) as my framework. This model comprises six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. It offers a structured approach to evaluating my learning experience, enabling me to critically reflect on the impact of shadowing a supervisory position in the housekeeping department (Gibbs, 1988).
Learning Objectives for the Placement
· Develop a thorough comprehension of the function of housekeeping operations in the administration of guest service.
· Collect practical experience in the areas of maintenance coordination, hygiene standards, and room inspections.
· Observe and implement leadership, collaboration, and communication abilities within the department.
· Improve problem-solving skills by addressing service challenges and visitor concerns.
· Analyse and identify an organisational issue that pertains to visitor service, and suggest viable solutions.
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1. Description
I acquired firsthand experience in the management of cleaning schedules, the monitoring of room readiness, and the coordination with other departments by working closely with the Housekeeping Supervisor during my placement. I was actively engaged in room inspections, ensuring that the hotel's cleanliness standards were met and that guest requests, including additional amenities, linen changes, and special room arrangements, were addressed. Furthermore, I observed the supervisor's approach to quality control, personnel, and training within the department.
2. Feelings
At the start of my placement, I was excited yet slightly nervous about adjusting to the fast-paced nature of housekeeping management. I rapidly realised that housekeeping is more than just cleaning; it's also about time management, problem solving, and teamwork (Dopson and Hayes, 2021). As I became more involved in everyday chores, my confidence rose, especially in dealing with guest requests and maintaining excellent service standards.
By the end of the placement, I had a great feeling of success for having learnt important skills like attention to detail, communication, and leadership. I also obtained a better understanding of the complexity of maintaining guest service quality in a high-demand setting (Nickson, 2017).
3. Evaluation
One of the most important components of my experience was learning how to effectively manage visitor expectations. Cleanliness and room readiness are among the top priorities for hotel visitors, and any deviation from housekeeping standards might result in negative feedback and complaints (Hemmington, 2019).
A significant learning moment came when a guest complained about a filthy restroom during check-in. Observing how the Housekeeping Supervisor handled the situation—by personally inspecting the room, offering a sincere apology, and arranging for a complimentary refreshment for the guest—taught me the value of professionalism, empathy, and quick problem resolution in ensuring guest satisfaction.
However, one issue I encountered was a communication gap between the cleaning and front office workers, which occasionally resulted in delays in room ready. This underscored the importance of effective interdepartmental coordination in improving operational efficiency (Mullins 2018).
4. Analysis
My experience reaffirmed some crucial work-based abilities and technical competences that are required to manage guest service expectations:
· Communication: Effective communication ensures that the cleaning, front office, and maintenance personnel work together seamlessly (Brotherton, 2020).
· Teamwork: Housekeeping workers must work together to meet rigorous room turnover deadlines.
· Task Management: To keep operations running smoothly, supervisors must prioritise responsibilities including room inspections, personnel assignments, and guest requests.
· Problem-Solving: Addressing guest problems professionally reduces service disruptions and bad feedback (Ottenbacher et al., 2019).
· Technical Knowledge: Understanding cleaning methods, laundry management, and safety requirements is critical for housekeeping operations.
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Guest service excellence depends primarily on work-related abilities and technological expertise, both of which have a direct impact on guest pleasure and operational efficiency (Holston, 2019).
1. Work-Based Skills
· Leadership and Decision-Making: Housekeeping supervisors must rapidly assign staff to urgent guest requests or reassign tasks as occupancy changes (Gupta, 2021).
· Attention to Detail: Maintaining flawless cleanliness necessitates stringent quality control methods and employee training (Solnet et al. 2020).
· Crisis Management: Unexpected events, such as last-minute room modifications or emergency maintenance concerns, necessitate flexibility and quick thinking (Zaitseva et al., 2019).
2. Technical Knowledge
· Cleaning Standards and Health Regulations: Compliance with hotel hygiene rules guarantees guest safety (Tesone, 2018).
· Inventory and Linen Management: Proper stock control prevents shortages and delays in room preparation (Pizam, 2019).
· Technology in Housekeeping: Modern hotels use automated housekeeping systems that update room statuses in real time (Minh et al., 2021).
A crucial takeaway from my internship was that technical expertise ensures efficiency, while work-based skills improve service quality. For example, understanding visitor psychology and service expectations is equally as important as learning cleaning methods (Rutherford and O'Fallon, 2019).
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Guest Service Issue: Delays in Room Readiness
One of the most significant difficulties I observed was delays in room ready owing to inadequate communication between cleaning and the front desk. On several cases, rooms were tagged as "ready" before final inspections were completed, resulting in visitor discontent and increased burden for staff (Bharwani and Mathews, 2020).
Impact on Operations
· Guest Experience: Guests had to wait longer for their rooms, which impacted their overall pleasure.
· Interdepartmental Coordination: The housekeeping and front office workers lacked real-time room status reports.
· Employee Productivity: Staff had to review and redistribute rooms, resulting in inefficiencies (Clarke and Chen, 2021).
Proposed Solutions
1. Implementation of a Real-Time Room Status System: Implementing automated housekeeping software that instantly updates room statuses would reduce delays (Torres et al., 2020).
2. Daily Briefings Between Housekeeping and Front Office: Short pre-shift discussions can enhance communication and task alignment (Kim & Baker, 2019).
3. Cross-Training Employees: Giving front-desk workers basic cleaning skills would help them realise realistic room turnover times.
Although the hotel addressed this issue by implementing a new checklist system, a technology-driven strategy paired with improved staff cooperation would increase productivity and guest happiness.
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Key Insights Gained
· Housekeeping has a significant impact on guest service quality and overall hotel reputation.
· Effective communication and teamwork are critical for ensuring service efficiency.
· Managing visitor issues requires meticulous attention to detail and problem-solving abilities.
· Technical knowledge improves efficiency, but it must be accompanied by good work-related abilities.
Future Professional Development Plan
To further develop my skills and knowledge, I plan to:
1. Additional training in hotel operations technology is recommended to increase guest service management efficiency.
2. Improve your leadership abilities through mentorship and supervisory experiences.
3. Attending customer service workshops can help you improve your problem-solving skills.
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