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Guest service operations are a fundamental aspect of the hospitality industry, ensuring a seamless and high-quality guest experience. There are various departments such as Housekeeping, Maintenance, Leisure Club and Meetings and Events, which participate in these operations and carry out their important role in delivering full-service excellence. During business operations, the importance of high service standards is very vital for guest satisfaction, hotel routine operations, and the reputation of the hotel.
The three primary learning objectives of this shadow experience were to learn more about supervisory roles, develop needed work-based skills, and learn more about the hotel’s technical knowledge about their guest service expectations. It gave exposure to the decision making, problem solving and strong communication in a hospitality setting (Narendratama and Wijoyo, 2025).
Gibbs’ Reflective Cycle has been chosen to guide this reflection since it can be used to analyze the experiences within stages of description, feelings, evaluation, analysis, conclusion, and action planning. This model facilitates a deeper understanding of professional development in guest service operations.
[bookmark: _Toc191118266]Section 1: Reflection on Experience and Personal Development 
To shadow for this experience, I was put in the housekeeping department, which is imperative in keeping the hotel clean and comfortable, and to satisfy the guests in every way possible. Rooms and public areas are cleaned to high standards, amenities are topped-up and guest requests are met quickly. What I saw in a supervisory role, I was responsible for room attendants on a day-to-day basis, managing the daily schedule, taking care of guests’ complaints, and making sure we are doing according to the health and safety regulations (Srinivasan et al., 2024).
I left this experience with the conviction that this experience needed a set of skills that come directly from the workplace, like communication, problem solving, and time management. The coordination between housekeeping staff and other hotel departments like reception, maintenance was very important for the smooth operations of the hotel. Furthermore, technical skill, including the use of cleaning equipment, respect to hygiene standards, and effective stock management is essential to live up to guest expectation and remain productive (Chan, Gao and McGinley, 2021). shadowing a supervisor helped me to realize my personal and vocational skills, such as leadership, adaptability, and making decisions. For instance, by observing how problems were solved, for example, addressing guest complaints about room conditions, they obtained an insight into how different types of problems were solved and what the appropriate recovery strategy for a guest was. Moreover, this experience also forced me to realize the importance of teamwork, which will enable us to smoothly operate at high levels of service (Sarkar, Agarwal and Saxena, 2021).
I have gained working experience in the industry and my previous academic experiences have provided me with the insight of a supervisory role. As were the theories I learned from my studies of principles of hospitality management and customer service, they gave me a base of knowledge to learn from and what to expect from an operational point of view. Past work experiences, too, at part-time level in the realm of hospitality helped me to appreciate the practical problems of supervisors. Using this knowledge during my shadowing placement bridged the gap between academic learning and real-world practice and prepared me in readiness for future managerial roles within the hospitality industry (Srinivasan et al., 2024).
[bookmark: _Toc191118267]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Assurance of smooth operation of guest service within the hospitality industry is dependent on the work-based knowledge and skills on the production and maintenance of the required standards in handling customers. Particularly in getting to efficiency and guest satisfaction, task management, problem solving, and customer service etiquette are crucial. During my shadowing experience in the housekeeping department, I observed that supervisors needed to manage multiple responsibilities simultaneously, such as assigning daily room checklists, handling last-minute guest requests, and ensuring quality control. Effective time management and prioritization were necessary to maintain service standards without compromising efficiency (Stringam and Gerdes, 2021).
Technical knowledge was equally important, as it ensured compliance with hygiene and safety regulations, proper handling of cleaning equipment, and stock control of housekeeping supplies. A supervisor’s ability to assess room conditions, identify maintenance issues, and coordinate with other departments directly influenced the overall guest experience. For instance, I observed a situation where a guest reported dissatisfaction with the cleanliness of their room. The supervisor promptly assessed the issue, arranged for a quick resolution, and personally ensured the guest was satisfied, demonstrating strong service recovery skills. Several challenges were encountered during the placement, including a shortage of housekeeping staff on a particularly busy day. The supervisor had to reorganize team tasks efficiently, redistribute responsibilities, and communicate with the front desk to manage guest expectations (Spring, Faulconbridge and Sarwar, 2022). 
When compared to industry best practices, the hotel’s approach aligned with hospitality standards such as those outlined by the British Hospitality Association. However, there were areas for improvement, such as leveraging technology for housekeeping management to optimize workflow. Implementing automated housekeeping management systems could enhance efficiency by tracking real-time task completion and improving resource allocation (Al-Hyari, Al-Smadi, and Weshah, 2023).

[bookmark: _Toc191118268]Section 3: Reflection on Organisational Issues 
During my shadowing experience in the housekeeping department, one key guest service issue I observed was delayed housekeeping service due to an unexpected staff shortage. This resulted in late room turnovers, which affected guest satisfaction and increased pressure on the team. Some guests experienced delays in checking into their rooms, leading to frustration and complaints at the front desk. The impact of this issue extended beyond housekeeping, as it also affected the reception team, who had to manage guest expectations and provide explanations (Kandampully and Solnet, 2024).
This challenge highlighted the importance of effective workforce management and communication in maintaining seamless operations. One potential solution is cross-training staff from other departments to provide temporary housekeeping support during peak hours, ensuring flexibility in operations (Jayanti, 2023). Additionally, adopting technology-driven housekeeping management systems, such as real-time task tracking and automated room assignment, could enhance efficiency.
From a theoretical perspective, Herzberg’s Motivation Theory suggests that job dissatisfaction often arises from poor working conditions, such as excessive workloads due to staff shortages. Some strategies can improve job satisfaction, like incentive schemes, better shift management, which can improve staff morale and reduce absenteeism. In addition, the Service Quality Model (SERVQUAL) states that the subject of reliability in guest service is very important and timely housekeeping has a direct effect on positive guest experience. The feeling of crisis management and service recovery were reemphasized because I observed the supervisor handling guest complaints in a well-handled way and at the same time coordinating with persons to handle the situation (Kandampully and Solnet, 2024).
[bookmark: _Toc191118269]Conclusion and Action Plan 
This shadowing experience was quite useful when it comes to understanding the role of guest service to customers in the housekeeping department. The observation of a supervisory role requires a strong work-based skill in task management, problem solving, teamwork, and technical knowledge in hygiene standards, equipment handling, and service recovery strategy.
This placement gave me a better insight into the problems that supervisors in major Organisations face in providing excellent service while operating under constraints. It was a valuable professional experience that sharpened my decision-making skills, adaptability, as well as led to sharpening my leadership skills. 
In hospitality jobs, work-based skills and knowledge are essential for excellent guest service delivery. This experience has inspired me to improve my problem solving and leadership competencies that will play important roles in my future managerial career. To further develop my skills and readiness for a managerial role, I have outlined the following action plan:
1. Enhance Leadership and Decision-Making Skills – Enroll in a leadership development program focused on hospitality management.
2. Improve Technical Proficiency – Complete training in hospitality management software to enhance efficiency in service operations.
3. Develop Crisis Management Abilities – Study advanced service recovery strategies to handle guest complaints effectively.
4. Gain Cross-Departmental Exposure – Seek additional experience in front office and event management to broaden industry knowledge.
[bookmark: _Toc191118270][bookmark: _Hlk191117421][bookmark: _Hlk191915965]This placement has solidified my commitment to a career in hospitality management. It has emphasized the need for continuous learning, adaptability, and proactive leadership to excel in this dynamic industry.
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