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[bookmark: _t0p2slgtmm9n][bookmark: _Toc192073613]Introduction 
The hotel's guest service is focused on the operations encompassed by several departments, based on the "Housekeeping, Maintenance, the Leisure Club, and Meetings & Events", for working together to focus on the seamless guest experience. These operations are focused on maintaining high service standards by promptly identifying guest concerns for delivering personalized experiences to improve satisfaction with loyalty. After that, it is stated that using the “Gibbs model reflection is effective for communication, problem-solving, the attention to detail are effective for in managing guest expectations to maintain the hotel's reputation.
Learning Objectives for the Placement:
· Develop Work-Based Skills – It is focused on achieving hands-on experience as supervisory roles, by developing leadership, teamwork, with the ability of decision-making.
· Develop Technical Knowledge – It understands department-specific procedures and service standards with the efficiency of operations.
· Manage Guest Expectations – Learn strategies focused on handling guest interactions, resolving complaints effectively, and exceeding service expectations.
· Evaluate Service Challenges – It is analysing real-world guest service issues, focused on the proposed solutions, for applying the best practices of the industry.
This placement provides valuable insights for managing hotel operations and reinforcing professional academic development based on hospitality management.
[bookmark: _eq69e0npqbex][bookmark: _Toc192073614]Section 1: Reflection on Experience and Personal Development 
Shadowing a supervisory are position in the Housekeeping department by providing an in-depth understanding of the operational as well as managerial aspects of managing high service standards. It is observed that the supervisor’s role in coordinating staff is to ensure room readiness for responding to guest requests, highlighting the importance of work-based skills like leadership and problem-solving within time management (Narendratama and Wijoyo, 2025). After that, it is considered that Technical knowledge, including health and safety regulations, inventory control, and quality assurance, is effective in maintaining efficiency by the guest service expectations.

On the other hand, the experience reinforced the significance of communication in the fast-paced hotel environment. It is stated that effective coordination among housekeeping, as well as the front office, was essential to focus on smooth check-ins as prompt issue resolution. Teamwork has been playing an effective pivotal role in collaborating with housekeeping staff to ensure timely room turnovers as well as guest satisfaction (Jonathan and Legowo, 2024). Moreover, it is considered that task management is effective for balancing workload distribution to maintain service consistency.
After that, reflecting on my academic journey and previous placement experiences, I observed how theoretical knowledge supports practical application. Studying hospitality management principles has developed my ability to observe service quality by applying problem-solving strategies to implement operational challenges. Thus, I stated that vocational development has strengthened my confidence in guest interactions and conflict resolution for handling service recovery situations professionally (Rosenzweig et al. 2024). This experience has focused on my appreciation of complexities in guest service management, focusing on a well-structured approach to supervision, effective teamwork, and strong leadership to contribute to exceptional hospitality standards. 
[bookmark: _5msoiq33kwo5][bookmark: _Toc192073615]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
It is critical to analyse that Work-based skills, as well as technical knowledge, are fundamental in ensuring guest service expectations within a hotel setting. It stated that effective communication, teamwork, and problem-solving are effective work-based skills that directly impact service delivery. It is observed that technical knowledge, like housekeeping protocols, maintenance procedures, and health & safety regulations, ensures operational efficiency. During my shadowing experience in the Housekeeping department, I observed how task management by providing attention to detail played a vital role in managing high cleanliness standards. The supervisor's ability to prioritize room turnovers to ensure quality as well as adherence to hygiene regulations is effective for developing guest satisfaction (Bakirtas and Baser, 2024). Therefore, it is observed that during peak check-in hours, effective coordination as the front office by providing help to streamline room availability, decreasing guest times to prevent service delays.
On the other hand, handling guest requests and complaints requires problem-solving skills with adaptability. It is considered that the incident involved a guest who was dissatisfied with room cleanliness; the supervisor's quick response for arranging a deep clean by offering a goodwill gesture prevented escalation. This focuses on the importance of service recovery techniques, demonstrating how proactive problem resolution develops guest experiences as well as preserves the hotel's reputation. It is observed that technical knowledge of inventory management with quality assurance has proved effective (Zhang et al. 2024). Thus, it is understood that tracking linen supplies to ensure compliance with industry standards seamless operations. Thus, it is considered that shadowing experience reinforced the interdependence of work-based skills as well as technical knowledge for delivering high guest service standards. 
[bookmark: _tkf0v58e84jy][bookmark: _Toc192073616]Section 3: Reflection on Organisational Issues 
It reflects that during my shadowing experience for the Housekeeping department, I encountered a situation among the guests who complained about unclean room upon check-in. The guest had found hair on the bathroom floor as well as dust on surfaces, leading to dissatisfaction. This issue negatively affects the department's performance by indicating a shaping in quality control. It focused on the affected guest service, as first impressions are effective for hospitality, as well as subpar experience by leading to negative reviews for decreasing guest loyalty (Mariani and Borghi, 2024). Thus, it is considered that this disrupted overall hotel operations, as resolving the complaint required immediate staff allocation for delaying scheduled housekeeping tasks.
After that, it is observed that the incident highlights the need for developing quality assurance processes with workforce efficiency. Thus, it is considered that a possible solution is adapting a double-check system among the supervisors inspecting rooms to make ready. Training staff in service recovery techniques such as the SERVQUAL model provides help in identifying guest concerns promptly and effectively. Thus, it applies "Herzberg's Two-Factor Theory" to ensure hygiene factors like room cleanliness to prevent dissatisfaction by adding personalized touches, like handwritten apology notes, to develop guest perception. Thus, it is introducing real-time housekeeping management software that streamlines task assignments, ensuring all rooms meet expected standards before check-in (Oliinyk et al. 2024). After that, encouraging open communication between housekeeping and the front desk provides help to pre-emptively address guest concerns. This experience reinforced the importance of quality control, proactive issue resolution, and continuous training for maintaining high guest service standards for shaping to understanding of effective hotel operations.
[bookmark: _o9vnv1zgp6e7][bookmark: _Toc192073617]Conclusion and Action Plan 
The shadowing experience provides invaluable insights into the complexities of hotel operations as well as guest service management. The key reflections in the learning log highlight the impacts of work-based skills like communication, teamwork, and problem-solving, which are effective for maintaining standards for high service (Dzhyndzhoian et al. 2024). Thus, it is observed that technical knowledge, including housekeeping protocols, inventory management, and quality assurance, ensures operational efficiency the guest satisfaction.
On the other hand, this experience reinforced the significance of service recovery strategies for handling guest complaints effectively. It is considered that observing real-time problem-solving, specifically addressing cleanliness issues, by the needs of proactive supervision, quality control measures, as well as continuous staff training. The ability to balance task management and guest expectations is the key takeaway for shaping a professional approach in the hospitality industry (Bakirtas and Baser, 2024). I focused on the vocational development perspective and placement, developing my understanding of how leadership, adaptability, and attention to detail influence guest perceptions. 
Action Plan:
· Enhance Leadership Skills – Seek training or mentorship in supervisory roles to improve confidence in team coordination.
· Strengthen Quality Assurance Practices – Learn focused on the industry's best practices for room inspections with service consistency.
· Improve Conflict Resolution Skills – Take courses and attend workshops for handling guest complaints with service recovery.
· Develop Technology Proficiency – Gaining experience with housekeeping management software to develop operational efficiency.
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