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Introduction.
Shadowing the manager in Guest Service Operations, at Marriott Hotel in Cardiff gave me a very insightful experience. With a focus on housekeeping and maintenance, which offered a unique and invaluable opportunity to delve into the often-unsung heroes of the hospitality industry. While front-of-house staff like concierges and receptionists are the faces of a hotel, the behind-the-scenes teams that manage housekeeping and maintenance play a pivotal role in crafting a seamless and memorable guest experience (Dmitrieva, Fernandes and Nunes, 2019). This shadowing experience took me into the heart of these operations, where the art of creating an environment of comfort, cleanliness, and efficiency is meticulously orchestrated. For this reflective essay I will use Gibbs reflective model (Hopkinson, 2020). According to Rajak, (2023) housekeeping and maintenance are two distinct but interconnected functions within the hospitality industry, particularly in hotels and similar establishments. They play a vital role in ensuring the smooth operation of the property and providing a positive guest experience. Wood, (2015) states housekeeping refers to the department responsible for the cleanliness, organization, and overall upkeep of a hotel or similar establishment. This department plays a pivotal role in creating a welcoming and comfortable environment for guest. Whereas maintenance refers to the department responsible for the repair, upkeep, and proper functioning of a hotel's physical infrastructure, including its facilities and equipment. Maintenance staff play a critical role in ensuring that the property remains in good condition and operates smoothly (Chang, 2020).

Main body 
Description:
During my shadowing experience in guest service operations, I had the opportunity to spend time with a manager responsible for overseeing the behind-the-scenes operations of housekeeping and maintenance. The manager played a critical role in ensuring that the hotel's infrastructure and cleanliness were maintained at the highest standard, contributing to a seamless guest experience. I observed their daily tasks, which included scheduling housekeeping, coordinating maintenance work, and managing the hotel's physical facilities. 

Feelings:
[bookmark: _Int_PkDdBaF1]I was curious and filled with anticipation at the start of my placement. Gaining knowledge about the crucial but frequently unseen facets of guest service operations excited me. I did, however, have some reservations about my ability to comprehend the finer points of maintenance and housekeeping. In addition to being anxious about the demanding environment and high standards, I was thrilled to learn about the inner workings of a prestigious hotel.




Evaluation:
During the process, I developed a deep respect for the critical role that maintenance and cleanliness play in determining how satisfied visitors are. I learned a lot about upholding strict cleaning standards. I acquired new skills in effective work prioritisation and organisation, including cleaning rooms, replenishing supplies, and attending to maintenance problems. The manager had several duties, from keeping the building's structural integrity to making sure the guest rooms were comfortable and tidy. I evaluated my own adaptability and problem-solving abilities, recognizing the challenges and opportunities presented by these operations. The team performed exceptionally well in maintaining the cleanliness and orderliness of rooms, and the preventive maintenance measures helped minimize unexpected issues. Housekeeping and maintenance are critical functions in the hospitality industry, and they come with their own set of challenges and strategies to ensure that a hotel runs smoothly and provides a positive guest experience (Manhas and Tukamushaba, (2015). 
There were a few instances of delayed room cleaning due to high occupancy. Housekeeping staff often have a limited window to clean and prepare rooms between guest check-out and check-in times. Time management is crucial. Ensuring that all equipment and facilities are properly maintained and preventing breakdowns can be a constant challenge. Addressing unexpected maintenance issues promptly to minimize guest disruptions is essential.

Analysis:
Upon reflection, I realized that the manager's role was much more complex and multifaceted than I initially perceived. According to Chang, (2020) effective coordination between housekeeping and maintenance teams is vital to guarantee that guest rooms and public areas are consistently in excellent condition. I was particularly impressed by the manager's attention to detail and their capacity to handle unexpected maintenance issues promptly. Jones, Thomas and Jones (2007) express regular assessment and adaptation of the housekeeping practices will help ensure that staff consistently meet and exceed guest expectations. This can be done by using checklists and reporting systems to identify and address any issues promptly. However, due to high staff turnover in the hospitality sector which can result in a less experienced and less skilled workforce. This can lead to decreased service quality, including reduced attention to detail, slower service, and less personalized interactions with guests (Lashley, 2001). To mitigate the negative effects of high staff turnover, hospitality establishments should invest in recruitment and retention strategies, offer competitive compensation and benefits, provide ongoing training and development, and create a positive and supportive work culture. These efforts can help reduce turnover, improve staff morale, and enhance the guest experience (Silva, Silva, and Martins, 2019). Marriott offers a range of benefits to its employees. These benefits are typically designed to attract and retain talent, promote employee well-being, and enhance overall job satisfaction (Marriott, 2023). Most of the staff have been working for the company for many years and are happy and feel valued at the workplace. 

I discovered that time management skills are essential for maintenance and housework. Maximising the amount of time that passes between a guest's check-in and check-out, this calls for efficient time management, scheduling, and collaboration among cleaning employees (Mogelonsky, 2022). Sarmah, (2022) state housekeeping management software that can streamline operations can help with room assignment, tracking inventory, and staff communication. By using smart devices for checklists, reporting, and communication between housekeepers and management can improve guest service operations. Implement regular inspections and preventive maintenance programs to identify and address potential issues before they become major problems.




Conclusion:
The shadowing experience led me to the conclusion that the often overlooked behind-the-scenes housekeeping and maintenance operations are integral to ensuring a seamless guest experience. These departments play a significant role in maintaining the physical aspects of the hotel, and the quality of their work directly impacts guest comfort and satisfaction. I also recognized the importance of proactive maintenance practices in preventing issues that could disrupt a guest's stay. My work placement at the Marriott housekeeping and maintenance department taught me valuable skills in time management, customer service, and teamwork. I now have a deeper understanding of the importance of maintaining the high standards expected by guests at a prestigious hotel. Managing housekeeping and maintenance operations is essential for delivering a seamless guest experience. It's crucial to strike a balance between addressing immediate guest needs and implementing preventative measures. Effective communication and teamwork between departments are critical. 

Action Plan.
As a result of this experience, I plan to further my understanding of housekeeping and maintenance procedures, with an emphasis on preventive maintenance strategies. I also aim to enhance my problem-solving skills to address unforeseen issues efficiently. I plan to use the time management skills I acquired to handle multiple tasks more effectively. I will also continue to work on my communication and problem-solving abilities, as these are vital when dealing with guest issues. Additionally, I aim to actively seek feedback from my superiors to continually improve my performance. Also, I intend to explore ways to improve coordination and communication between these departments to ensure a seamless and enjoyable guest experience.
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