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Guest service operations are an important part of hotel management since they ensure client happiness and help the company keep its reputation. My employment at Maldron Hotel Newcastle offered me with firsthand experience in a variety of areas, allowing me to grasp how different sections contribute to a smooth client experience. My major emphasis was to shadow a supervisory job in Housekeeping, which aligned with my goal of building work-based skills and technical expertise for managing guest service requirements.
Learning Objectives for the Placement
· Gain a thorough understanding of the housekeeping department's role in guest services.
· Improve the communication and teamwork skills required to coordinate housekeeping chores.
· Improve job management efficiency and attention to detail while maintaining guest rooms and public spaces.
· Learn how to apply problem-solving techniques to handle guest housekeeping problems.
· Gain experience managing cleanliness and hygiene standards in accordance with hotel policy.

[bookmark: _Toc192281087]Section 1: Reflection on Experience and Personal Development
To guide my contemplation, I used Gibbs' Reflective Cycle (1988) as a model. Gibbs' framework contains Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan, which makes it an appropriate tool for evaluating my placement experience.
Description
During my internship, I worked in housekeeping and learnt important skills including cleaning guest rooms, changing bed linens, and maintaining hygiene standards. Under the supervision of my mentor, Linda, I watched how the housekeeping crew works with other departments such as the front desk and maintenance to ensure customer happiness.

Feelings
Initially, I found the job physically hard and challenging, as housekeeping necessitates meticulous attention to detail and time management. However, as I adapted, I gained confidence in my abilities to maintain cleanliness standards and communicate effectively with my supervisor and colleagues.
Evaluation
One of the most beneficial components of my placement was learning how minor things, such as the arrangement of amenities in a guest room, lead to an amazing visitor experience (Bilgihan et al., 2016). The systematic workflow of housekeeping operations gave me insights into efficiency and quality control. On the downside, I struggled when dealing with unanticipated guest requests, which necessitated quick decision-making abilities that I was inexperienced with.
Analysis
Housekeeping is critical to client happiness, and I discovered that strong communication between housekeeping workers and the front desk is essential for efficiently resolving guest complaints (Muhammad Nadjmuddin et al., 2024). For example, while my shadowing, a guest reported a filthy restroom due to a cleaning error. The supervisor quickly assigned the assignment to a team member, demonstrating how timely problem resolution reduces unpleasant visitor experiences.
Conclusion
This experience confirmed my awareness of how important task management, cooperation, and communication are in guest service operations (Hume et al., 2015). It also emphasised the significance of flexibility in responding to visitor complaints.
Action Plan
· Improve my time management abilities to increase efficiency in housekeeping activities.
· Develop a problem-solving approach by anticipating guests' requirements and providing proactive service.
· Improve interpersonal communication to better coordinate with other departments.
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Guest service. To meet guests' expectations, operations require a combination of technical expertise and interpersonal abilities (Exploring the world of guest services: From definitions to job descriptions 2024). The housekeeping department is responsible for providing a clean, sanitary, and comfortable atmosphere for guests.
Work-Based Skills in Housekeeping
· Attention to Detail: Ensure that rooms satisfy high cleaning requirements.
· Time Management: Room cleaning must be completed within the time windows specified.
· Collaboration: Working closely with maintenance and the front desk to ensure room readiness.
Technical Knowledge in Housekeeping
· Cleaning Procedures: Using the appropriate cleaning products for various surfaces.
· Health and Safety Standards: Adhering to chemical handling and hygiene regulations.
· Inventory Management: Maintaining a sufficient stock of linens, toiletries, and cleaning materials.
Relevance to Guest Service Standards:
During my internship, I saw that tourists frequently rate their hotel experience based on cleanliness (Yang et al., 2023). Even minor housekeeping faults can have an influence on guest happiness and result in unfavourable internet ratings. The training I got focused on efficiency, professionalism, and precision, all of which are essential for sustaining good guest service standards.
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Situation Encountered
One major problem I had was dealing with a visitor complaint over a delayed room cleaning service. 2023). Due to heavy occupancy, the housekeeping service was operating behind schedule, causing inconvenience for guests who anticipated their rooms to be ready sooner. The passenger voiced unhappiness, prompting a complaint to the front desk.
Impact on Guest Experience, Department, and Hotel Reputation
· Guest Experience: The guest perceived that their expectations were not satisfied, which could result in a lower satisfaction score (Understanding the top 5 guest expectations, how to exceed them) 2025).
· Department Operations: The delay-imposed strain on the housekeeping team, affecting their operations (How to Improve Housekeeping Department 2024).
· Hotel Reputation: Negative comments from such occurrences might impact online reviews and guest retention.
Proposed Solutions
1. Better Coordination Between Housekeeping and Front Desk
· Real-time tracking of room status with housekeeping management software (Top housekeeping management software in hotels: Key features 2024).
· Informing guests proactively if there are delays and offering compensation (e.g., complimentary drinks).
2. Optimized Staffing During Peak Hours
· Adding more housekeeping workers during peak occupancy periods to avoid delays.
· Using a priority-based approach for room cleaning ensures that early check-ins and VIP customers receive prompt service.
3. Training in Guest Communication
· Housekeepers should be educated to handle concerns with professionalism and understanding (Personal attributes of Housekeeping Staff 2016).
· To maintain guest happiness, consider offering service recovery options like as complimentary late check-out or room upgrades.
These solutions are consistent with Lashley and Morrison's (2000) visitor Service Model, which highlights the need of staff training, service recovery, and proactive communication in visitor satisfaction management.

[bookmark: _Toc192281090]Conclusion and Action Plan
Key Insights Gained
· Housekeeping is critical to guest pleasure, necessitating a high level of efficiency and cooperation.
· The capacity to deal with visitor complaints effectively improves service recovery and reputation management.
· Problem-solving, teamwork, and time management are all vital workplace abilities in the hospitality business.
Future Professional Development
· Develop leadership abilities so that you may effectively manage housekeeping teams.
· Gain knowledge in hospitality technology, such as property management systems, to help streamline operations.
· Improve your dispute resolution abilities so that you can manage visitor concerns more efficiently.
By applying these abilities in my future profession, I hope to contribute to improving guest experiences and operational efficiency in the hospitality business.
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