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Introduction
A hotel's guest service procedures are essential to guaranteeing its visitors' comfort and happiness, considering they directly impact their whole stay. As crucial components of guest service, cleanliness, comfort, and hygiene are maintained at hotels by the housekeeping staff. In addition to cleaning, a housekeeping supervisor's duties also include managing employees, supervising projects, attending to guests' demands, and upholding high service standards (Bhatnagar & Nim, 2019). The learning objectives for this placement include developing essential leadership abilities, obtaining hands-on experience in a supervisory role, comprehending the technical skills needed in housekeeping operations, and enhancing communication and task management in the context of hotel guest services. Gibb’s reflective model has been utilised to highlight my own experience and skills in the housekeeping department. It involves six stages: description, feelings, evaluation, analysis, conclusion and action plan (Channel, 2023). 
Learning objectives
· Learn to manage time efficiently during busy periods, particularly in high occupancy like the Chess Championship
· Learn to manage the stock during the high demand periods
· Pre event preparation and distribution of supplies for achieving significant occupancy rates.

Section 1: Reflection on Experience and Personal Development
During my internship at Holiday Inn Peterborough West, I was able to assist with day-to-day operations and obtain practical experience in a supervisory situation by accompanying the team and the head of housekeeping. Alongside the head of housekeeping, my main responsibilities were to ensure the rooms were cleaned to the company's requirements. To ensure every room was clean before guests arrived, I also helped with general cleaning tasks like stripping beds.
A key learning experience during this placement was engaging in discussions with the manager about the specific tasks and challenges faced by the department. One major issue encountered was the higher linen rejection percentage in comparison to Premier Inn Peterborough North, my previous placement location. This issue generated insightful conversations about ways to improve linen management and quality control within the department. I observed that such challenges, while technical, required creative solutions and proactive management to maintain the hotel’s high standards.
The placement at Holiday Inn helped me reflect on how my previous experience at Premier Inn Peterborough North, during my first year of placement, gave me the confidence to handle various tasks in housekeeping. However, at the Holiday Inn, I was faced with new challenges, such as managing room-cleaning processes during busy times. A significant event, the Chess Championship, held at one of the hotel’s event rooms, caused some guests to extend their check-out time from 11:00 to 14:00, which created additional pressure on the housekeeping department. The room-cleaning process became more challenging as the team had to work around the extended check-out times while still ensuring that rooms were ready for incoming guests.
With more than 100 rooms reserved for the Chess Tournament, the situation was intimidating, but I was confident in my abilities to help the team because of my previous experience (4ncl.co.uk, 2024). However, I learned from the high occupancy rate at this event that efficient stock control and customer service are essential to sustaining seamless operations. I came to see how crucial it is for managers to prepare ahead of time, distribute resources wisely, and communicate directly with the team to overcome these challenges.
I also gained a deeper understanding of my evolution from this experience, as well as how my previous experiences with similar duties contributed to the development of my adaptability and endurance in times of stress. However, the huge amount of people using the location during the event made it clear that I needed to work on time and stress management, among other things. I aim to improve these abilities going forward so that I can manage such stressful circumstances more effectively.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Meeting guest service demands in the hotel sector requires an equilibrium of technical knowledge and work-based competencies, particularly in positions like housekeeping, where high standards are continuously wanted (Singh and Jaykumar, 2019). I came through many situations throughout the job I shadowed at Holiday Inn Peterborough West when these abilities and knowledge were directly related to the standard of guest service as well as the hotel's operational effectiveness.
From my previous working experience at Premier Inn Peterborough, I identified that both work-based skills and technical knowledge are important for the housekeeper. These skills allowed me to perform my tasks, whether it was cleaning rooms, maintaining hygiene or discussing tasks with a supervisor. (Indeed, 2020)
During both my experiences at Premier Inn and Holiday Inn, paying attention to detail was one of the most fundamental work-based abilities I encountered. I was in charge of making sure the rooms were cleaned according to the business’s requirements as a member of the housekeeping team. Since client happiness is strongly correlated with the cleanliness of the room, this ability is essential to meeting customer demands. I specifically observed the head of housekeeping, who gave me instructions on how to thoroughly inspect rooms, making sure that no area had been neglected and that all cleaning duties fulfilled the hotel's cleanliness requirements. For example, during the high occupancy of the Chess Championship event at the Holiday Inn, while I was inspecting the rooms, I noticed that the bed linen had several stains and two towels were missing, which could impact the hotel review.
Time management was another essential ability, particularly in situations with short deadlines (Claessens et al., 2007). The cleaning staff was under extra pressure during the Chess Championship when several visitors asked for an extension of their check-out time from 11:00 to 14:00. Moreover, effective teamwork was another crucial skill I observed. For instance, when a guest’s check-out time was extended or when a family requested a baby bed, clear communication with the front desk was essential to ensure that the guests’ expectations were met.
Section 3. Reflection on Organisational Issues
In both Premier Inn and Holiday Inn, I have learned many skills and gained different knowledge. During my work, I learned how to do the best job and communicate well with others. I also found the big issue that the linen rejection percentage was higher in Holiday Inn compared to Premier Inn Peterborough North. The difference suggests a possible problem with Holiday Inn's cleaning process or quality control systems, which might be fixed by applying lean management techniques to cut waste and increase productivity (Womack & Jones, 2003).
 On the other hand, I faced one more problem when I was working at the Holiday Inn. When the chess championship was conducted in hotel rooms, several guests had to prolong their check-out time. This made it more difficult for me and other housekeeping staff members to carry out room-cleaning services (Hasnat, 2021). I also felt frustrated and overwhelmed due to the high volume of room occupancies. This kind of issue is often faced by hotels when any big event is conducted within the hotel. This issue impacted the performance of the housekeeping department as well as guest services. Due to this problem, the hotel was unable to pay attention to other guests. Kimes (2009) claims that controlling guest expectations and improving process steps require careful pre-planning and collaboration with event managers and housekeeping personnel.
In this situation, the hotel would need to be proficient in handling mass check-outs. It is suggested that the hotel make pre-planning and supervise each activity. The hotel management can coordinate with the event managers and housekeeping staff to know the guest preferences as well as peak check-out times. The hotel should focus more on stock management. In peak season or when any kind of event is conducted in the hotel, it is obvious that the hotel needs more products. According to Geller (2016), keeping sufficient stock levels and making sure to replenish them on the timetable will help avoid operational problems and enhance service delivery.
 So, hotels must manage stock so that they do not face any undesirable situations. For managing this, System Management Theory can also be implemented. The theory suggests that it can be useful for managers to measure patterns and events in the company to determine excellent management practices (CFI Team, 2025). By using the theory, hotel managers can adopt the best approaches that would help to overcome the issues and provide the best experience to guests. 
Conclusion and Action Plan
In summary, I have acquired an expanded understanding of the technical and interpersonal skills required for managing guest services in a hotel, thanks to my observation experience in the housekeeping supervising position. The experience reaffirmed how crucial job-related abilities like teamwork, communication, and task management are to providing customers with excellent service. It also emphasized how important personal development and career advancement are in determining my future goals in the hospitality sector.
My previous experience at Premier Inn Peterborough North gave me the foundational skills and confidence to take on new challenges, but the Holiday Inn placement allowed me to grow further, exposing me to new problems and operational scenarios.
This introspection has helped me determine areas in which I can improve my abilities. For instance, I would like to deepen my technical understanding and pursue further training in areas such as quality control and linen management.
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