


Introduction
Guest service in operations in a hotel includes a variety of departments, such as housekeeping, front desk, and food and beverages; however, in this learning log, I will focus on housekeeping.
According to FHAHORECA (2023), housekeeping plays an important role in the hospitality industry, not only for cleanliness but also for promoting guest comfort and satisfaction. It provides a structured atmosphere designed to promote returning customers, highlighting its vital function in enhancing overall guest satisfaction. Guest satisfaction is a major aspect of hotel profitability and loyalty. Also, the role of housekeeping in cleanliness and organisation has an immediate effect on customer happiness and hotel reputation (Mchigani, Mugambi, & Kebaso, 2018).
One of the key objectives of this placement was to acquire an understanding of a managerial position within the housekeeping department, to comprehend the significance of work-based skills, and to acquire the technical knowledge required for successful guest service management.
Learning objective:
· understanding the fundamental responsibilities of a housekeeping manager.
· learning how to inspect rooms and ensure that cleaning requirements are met.
· Improving teamwork and communication abilities between the housekeeping department.
· understand how to apply digital housekeeping management approaches for enhanced productivity.
· identifying guest service issues and suggesting effective solutions.

Reflection on Experience and Personal Development
This reflection will adhere to Gibbs' Reflective Cycle (1988), which is a structured reflection that comprises several steps: description, feelings, evaluation, analysis, conclusion, and action plan.

Description
Throughout the placement, I was able to shadow a housekeeping supervisor and get practical knowledge of an assortment of duties, including room inspections, updating room statuses using a housekeeping app, and helping with cleaning tasks. I also worked collaboratively with cleaning personnel, supervisors, and managers to accomplish high service standards.
Feelings
From the beginning, I was overloaded by the supervisor's commitments, especially the need to keep up excellent standards whilst scheduling time efficiently. Yet, as I advanced, I built confidence in utilising the housekeeping app and doing checks. Additionally, I acknowledged the importance of teamwork in achieving smooth operations.
Evaluation
The experience was very helpful in learning the continually changing characteristics of housekeeping management. Learning how to assess the state of the room and guarantee prompt re-cleaning increased my attention to detail. The hands-on experience with colleagues helped me improve my teamwork and communication abilities, all of which are necessary for a managerial role.
 Analysis
Observing a supervisor showed the significance of technical knowledge and job-related abilities. According to Casado (2012), setting established requirements makes it vital for housekeeping staff and inspectors to work together on common objectives of cleanliness and room presentation. Additionally, efficient room inspections necessitate strict focus on precision and a complete understanding of cleanliness requirements to deliver outstanding customer service. Effective communication capabilities are necessary to assist staff through re-cleaning jobs and ensure commitment to best procedures in work-based learning (ASET 2017). The use of a housekeeping app improved effectiveness and streamlined room management, showing the need for technology adapting to modern hotels. Also, an in-depth comprehension of how its function works is essential for guaranteeing its efficient involvement in organisational success (Johnston et al., 2012)

Critical Analysis of Work-Based Skills and Technical Knowledge
Achieving guest standards involves work-based skills like time management, communication, and teamwork, as well as technological knowledge such as cleanliness regulations and automated room management, to guarantee consistent service delivery. In the housekeeping field, skills development should focus on both specialised cleaning techniques as well as additional broad skills such as having the capacity to solve issues and adapt to new settings, according to Espellita and Maravilla. (2019). A housekeeping supervisor, as described by LinkedIn (2024), is in control of keeping cleanliness, training personnel, planning schedules, and providing excellent customer service. During my placement, having the capacity to perform detailed room checks along with providing concise instructions to housekeeping workers proved to be a crucial attribute for efficient supervision.
Within my shadowing experience at the Marriott Hotel, I acquired real-world abilities and technological competence that are important for ensuring guest customer service requirements, which I shall detail above.
[bookmark: _Hlk191993179]In line with eAuditor Audits & Inspections (2024), room inspections serve as essential for ensuring cleanliness, security, and compliance with policies. Over my shadowing experience, I carried out room inspections to comply with guest expectations. Furthermore, I have seen how the supervisors discover problems and arrange re-clearances.
In accordance with Fallon and Rutherford (2010), technological advances have evolved into an increasing investment for the hotel businesses, with data analysis functioning as an asset to anticipate the behaviour of guests and guide advertising tactics. In this regard, the adoption of technology in the housekeeping department, such as the housekeeping app, has contributed to simplifying operations by delivering real-time room situation updates, minimising delays and errors, and boosting productivity.


The QAA (2018) highlights the value of work-based learning in developing key attributes such as teamwork and leadership while upholding all over the industry quality standards. Similarly, Sweeply (2023) underlines that the importance of a productive and collaborative housekeeping team for the hotel sector is vital, as solid teamwork improves communication and coordination. While doing my placement in this department, I observed that concise and organised communication between the cleaning staff considerably improved the execution of duties and entire productivity in the department, highlighting the necessity of teamwork and leadership in keeping good operational standards.

Reflection on Organisational Issues
In the course of my time in this department, a guest complained concerning a room not having been ready for check-in, which was caused by a miscommunication among the front desk and housekeeping over the room status update.
Delays regarding accommodation readiness decrease customer satisfaction and the hotel's image, emphasising communication problems. As Bardi (2010) noted, reliable room updates serve as essentials for running smoothly and profitably. To assure performance and customer happiness, housekeeping must rapidly communicate room status to the reception desk using a structured strategy.
To solve this, implementing a double-confirmation procedure in which the front desk confirms occupancy status prior to updating the database can assist in guaranteeing precision. To enhance the accuracy and consistency of updating in a hotel housekeeping app, Lacalle (2023) noted that features like real-time updates, required fields, and PMS connection must be present for optimal housekeeping efficacy. This approach decreases errors, boosts communication, and allows for smooth room inspections, thereby improving profitability, employee fulfilment, and customer satisfaction.
[bookmark: _Hlk192016227]Setting up real-time feedback loops is essential for efficient change management. Classical feedback techniques are inefficient in unpredictable situations. Employing innovations such as sentiment evaluation and pulse surveys, businesses can quickly resolve challenges, minimise errors, and connect leadership with expectations from staff, all of which enhance the efficacy of change initiatives mentioned (Carreno, 2024) and may also improve communication between departments.

Conclusion and Action Plan
This shadowing experience provided me with essential information from the housekeeping department that strengthened the significance of work-based competencies, technical data, and teamwork in handling guest service standards. Additionally, understanding the supervisor's role in housekeeping increased my gratitude for working effectively as well as high-quality assurance.
To enhance my skills, I plan to engage in continued professional development by improving my understanding of hotel software to boost productivity during operations. Additionally, I aim to strengthen my communication and leadership abilities through additional education. Acquiring more practical experience in guest administration will also help me prepare for possible future managerial positions.
By following these steps, I intend to create a solid foundation for an exciting future in hospitality through delivering exceptional guest service and efficient operations.
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