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Student Learning Log
Novotel Hotel Bristol UK is a hotel that offers a variety of services to its guests, including free Wi-Fi, bathrooms, bedrooms, kitchen, living area, media/technology, food/drinks, on-site parking, reception services, entertainment, cleaning services, business facilities, safety, security, modern health club, fitness centre, sauna and accessibility services for people with disabilities (Novotel Bristol Centre, 2024). Similarly, pets are allowed in this hotel; food is provided upon request, there is an electric vehicle charging station, and the guests can enjoy indoor games. Safety and security are maintained with the help of CCTV and keycard access. Other specific services offered include concierge services, luggage storage, soundproof rooms, language service (English, Spanish, French, Portuguese, Thai) and daily housekeeping. These services, among others, help make the guests' stay in the hotel comfortable, relaxing, and successful for business meetings. I was shadowing the role of a housekeeping supervisor in the housekeeping/maintenance department. The learning objectives for placement in shadowing this role include:
1. To monitor the supervision of the work activities and the delegation of tasks in the housekeeping department,
2. To analyse how the housekeeping supervisor ensures that all housecleaning done meets the hotel’s standards and
3. To observe how the housekeeping supervisor organises shift schedules, manages the inventory of cleaning supplies and coordinates with the other departments.
Section 1: Reflection on Experience and Personal Development
Shadowing a housekeeping supervisor at Novotel Hotel Bristol revealed the essence of various work-based skills such as time management, problem-solving, leadership, communication, being keen on details and decision-making. For instance, I noticed that a housekeeping supervisor at Novotel Hotel Bristol must understand and practice time management to prevent bad experiences for guests caused by delayed cleaning of rooms, delayed checking out due to procedural constraints, and delayed cleaning of rooms, public areas and hotel facilities due to a shortage of cleaning supplies. This supervisor must ensure that all housekeeping activities are done within the scheduled time and that the staff are aware of their duties and shift schedules. Problem-solving and quick decision-making will ensure that the guests are not inconvenienced due to the absence of housekeeping staff or high occupancy and other problems (Joneidi and Kheirabi, 2022). 
I learned that good communication skills will help the supervisor to motivate and empower the housekeeping team. One of the most tiresome services in a hotel is housekeeping. The staff in this department have back-to-back shifts, making them tired and feel undervalued, especially with staffing shortages (Andrade, Miller and Westover, 2021). Communication skills helped this supervisor at Novotel Hotel Bristol address cleanliness issues, coordinate with the front office department to handle special requests and coordinate with the maintenance team for all repairs and replacement of finished cleaning supplies and the broken or worn-out hotel infrastructure. 
Moreover, I noticed that the housekeeping supervisor was attentive to detail and maintained the quality of housekeeping services per the standards of Novotel Hotel Bristol. The supervisor achieved this by synchronising the housekeeping activities with his work communication platforms such as email, video conferences and guest check-in and check-out alerts. The supervisor must also understand how to electronically store inventory data, use security technology such as CCTV and operate computers to effectively capture crucial housekeeping data and reports (Cobanoglu et al., 2021). This strategy helped the supervisor to receive notifications of different activities early and create a plan of action to execute them. For instance, he scheduled all the upcoming guests, concierge services and inspections a few hours earlier to ensure he received their reminders. This strategy of synchronising his responsibilities with the help of technology is a technical skill of being attentive to detail to achieve customer satisfaction, maintaining real-time guest records and effectively prioritising guest concerns (Hidajat and Mansur, 2024).  
Additionally, I noticed that the supervisor had technical knowledge of organisation and people-handling skills. The organisational skills include customer service through effective social interactions to promptly and professionally handle queries and complaints (Joneidi and Kheirabi, 2022). Similarly, the supervisor maintained an electronic checklist of all the activities that he needed to do before leaving the hotel to go and rest. This checklist described how activities should comply with health, security and safety standards. Likewise, I noticed that the supervisor insisted on accountability, collaboration, adaptability, and trust among the housekeeping staff in their activities and their interaction with guests (Marneros, Papageorgiou and Efstathiades, 2022). This leadership approach made it possible for him to delegate housekeeping activities without worrying that they would be left undone. The staff who failed to meet the basic requirements of their assigned duties faced stern action, including warnings and unpaid leave to prevent complacency. 
Moreover, personal and vocational development is essential in improving communication, teamwork, task management, personal skills and guest services because the employees are trained and equipped with skills and knowledge to thrive in the hotel industry (Hidajat and Mansur, 2024). The housekeeping supervisor at Novotel Hotel Bristol explained that interacting with guests, resolving their complaints and managing a team in the hotel industry are dynamic concepts that require an individual to be aggressive in pursuing to improve future attendance to guests. He explained that exposure to this environment equips one with practical experience in engaging guests, managing stress and reflecting on past failures to improve guest services. For instance, the supervisor could take a short course to learn another language or managerial skills to ensure he can deal with guests from diverse backgrounds. Similarly, the supervisor enumerated that doing a rotation on all the departments ensures that one is versatile and can adapt to meet the guest’s needs when a particular department is experiencing maybe staff shortage. Going on an academic journey of benchmarking, conferences, workshops and industry meetings to learn from experienced and talented individuals can help any supervisor learn new practical strategies to improve how they handle guests (Patah and Zahari, 2022). This approach is essential in the hotel industry because it keeps evolving with guests' dynamic and complex needs. 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The skill of being attentive to details at Novotel Hotel Bristol requires the housekeeping supervisor to inspect guest rooms to ensure that the housekeeping staff have cleaned them to the highest standards for safety and the pleasant stay of the guests. Another example of attention to detail is keeping a record of the scheduled guest check-ins, check-outs and staff on duty to prevent guest delays and complaints (Husaini and Lubis, 2024). Meanwhile, time management skills will help the housekeeping supervisor at Novotel Hotel Bristol complete every task on schedule and allocate resources optimally. The supervisor can advise the staff on the activities to be prioritised to meet the expectations of the guests and have checklists for cleaning protocols and the replacement of the necessary guest room resources (Husaini and Lubis, 2024).
The housekeeping supervisor demonstrated problem-solving and ethical decision-making skills by being empathetic with gratitude and taking responsibility in responding to customer complaints and issues. I noticed that the supervisor would lightly enumerate the plan of action that would be used to resolve the complaint to the guest and follow them up for feedback to ensure they were satisfied with the housekeeping services. Similarly, I noted that the housekeeping supervisor had an understanding of the housekeeping duties and could join the staff to do some of the work. This strategy was to help streamline and train the staff on the activities that they were not doing effectively (Marneros, Papageorgiou and Efstathiades, 2022). For instance, the supervisor knew how to clean the room, tidy public areas, and fix electronic gadgets. This technical knowledge helped him resolve some of the minor guest complaints without necessarily calling for meeting briefs with the housekeeping staff. Similarly, the supervisor knew how the electronic gadgets were supposed to act making it possible to recommend repairs and the immediate replacement of those that seemed to be faulty to prevent accidents while the guests were using them (Yahya, 2024). 
Section 3: Reflection on Organisational Issues
The overall experience of shadowing a housekeeping supervisor exposed me to practical knowledge and skills that are unlikely to be taught in guest service classes. One situation or complaint that the supervisor had to deal with was the failure to clean the furniture effectively and efficiently. The customer complained that cleanliness was not great, outlining that the furniture (tables) had dust and noticeable food leftovers. This issue led to fewer guests, while some checked out earlier than expected, leading to a negative reputation and review of Novotel Hotel Bristol. The possible solution entails apologising to the guest for the bad experience, acknowledging his concern, enumerating the steps to resolve this issue, and holding a meeting with the housekeeping staff to obtain more ideas on how to resolve this issue permanently. The concept of complaint management can help the supervisor collect more similar complaints for immediate resolution (Hasnat, 2021). The supervisor can use the theory to highlight the action plan for avoiding similar complaints by creating a protocol for cleaning the rooms regularly with the available cleaning supplies and training the housekeeping staff on this protocol. 
Conclusion and Action Plan
Shadowing a housekeeping supervisor revealed to me the essence of multitasking, being attentive to detail, recording all the data, communicating effectively, problem-solving and ethical decision-making. These work-based skills are essential in delivering service to hotel hotel facility guests and resolving their complaints. Similarly, technology can be used to resolve guest complaints proactively. The experience taught me that it is essential to keep myself updated on the new trends in hotel management, especially in housekeeping, to improve the quality of services provided to guests. Likewise, personal and vocational development through benchmarking, visiting other hotels, learning from experts in the hotel industry and attending workshops and conferences in the hotel industry will expose me to new practices and skills in hotel management to help me be a versatile employee in the industry. 
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