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Introduction:
The housekeeping department in a hotel plays a fundamental role in ensuring a clean, safe, and welcoming environment for guests, which is crucial to a guest’s overall experience and satisfaction. This department is often considered the backbone of the accommodation and is responsible for maintaining the cleanliness of all areas within the hotel, including guest rooms, bathrooms, public spaces, and back-of-house areas (Inplass, 2024). The scope of the housekeeping department's work is wide, as it involves a range of activities such as cleaning, inventory management, linen control, and overseeing the maintenance of furniture and fixtures (Quick-advices, 2020).
During my placement at the Holiday Inn Sunderland an IHG hotel brand, within the housekeeping department, I had the opportunity to shadow a supervisor, gaining firsthand experience and insight into the daily operations and responsibilities of the team. The primary learning objectives for my placement were to:
1. Critically assess and understand the importance of work-based skills, technical knowledge required to meet guest service expectations in housekeeping.
2. Analysing impacts of personal and vocational development on communication, teamwork, task management, and guest service.
3. Reflecting organisational challenges and propose practical solutions based on relevant theories.
To reflect on this experience, I have chosen to use the ERA Cycle. The ERA Cycle (Jasper, 2013) is one of the simplest models of reflection, with only three steps: Experience, Reflection and Action (Library guides, 2024). This model will enable me to break down my experience, reflect on my actions, emotions, analyse key topics. 
Section 1: Reflection on Experience and Personal Development (Experience)
First phase of ERA Cycle: Experience. During placement in this department, I had the opportunity to work closely with housekeeping supervisor. The role of the supervisor involved managing the housekeeping team, ensuring that cleaning schedules were adhered to, and overseeing the maintenance of cleanliness in all areas (Workbred, 2023). I observed how the department’s activities aligned with the broader objectives of providing a seamless guest experience.
A key observation I made was the importance of clear communication in building strong relationships between employees and guests (Petty, 2023). Effective teamwork was crucial in managing tasks like cleaning rooms, restocking supplies, and handling linen inventory for a 120-room hotel. The supervisor efficiently delegated tasks based on staff strengths, ensuring all duties were completed on time. When necessary, the supervisor joined the team to help clean rooms, demonstrating strong leadership, especially with the 20-minute per-room cleaning time. 
Working alongside the housekeeping staff, I witnessed firsthand the importance of teamwork in ensuring that all areas of the hotel were maintained to the highest standards. The ability to work collaboratively, share feedback, and support each other was essential in achieving the department’s goals (Middleton, 2024). I observed how the team handled guests request, which highlighted the importance of attention to detail and ensuring the rooms were prepared to the highest standards. During my time we had many guest requests, for example extra pillows, replenish toiletries, or last minute inhouse guest room clean, these requests had to be communicated clearly and handled promptly. These experiences allowed me to see how the housekeeping department prioritises guest satisfaction. 
Furthermore, this experience highlighted the importance of personal skills, such as adaptability and problem-solving. During the placement, I faced various challenges, such as adjusting to last-minute changes in cleaning schedules or responding to special guest requests. These situations allowed me to apply critical thinking and flexibility, which are essential skills in the hospitality industry.
My previous industry experience and academic knowledge I gained from lectures, provided a strong base for me to build on during this placement. Enabling to apply concepts from customer service, operations management, and leadership theories, to better understand the problems facing the housekeeping department. This experience highlighted the importance of personal and professional development in developing my career goals in the hospitality business. 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge (Reflection)
Next phase of ERA Cycle: Reflection. Where I will reflect on the key learning outcomes and personal development that occurred as a result of my experience. Work-based skills and technical knowledge are essential in meeting guest service expectations, particularly in the housekeeping department (Linkedin, 2025). During my time shadowing the supervisor, I gained practical experience in areas such as task delegation, inventory management, and quality control, which are vital for maintaining the hotel’s cleanliness standards.
One specific skill I encountered during the placement was task delegation. Once on shift the supervisor ensured that each team member was assigned specific tasks based on their strengths and capabilities. This not only helped the team work efficiently but also ensured that tasks were completed to a high standard. For example, one team member was responsible for cleaning the public areas, depending on the hotel’s occupancy, a couple of staff were on departing rooms and a couple on stayover rooms. Delegating tasks according to individual strengths is essential for maintaining consistency in guest service.
Technical knowledge in areas such as cleaning techniques, equipment maintenance, and inventory management was critical in maintaining the hotel’s guest service standards (Reid, 2023). I learned how the supervisor ensured that cleaning products and equipment were used appropriately and maintained properly to ensure quality service. For instance, I observed how the supervisor regularly checked the condition of cleaning tools, ensuring they were functioning properly and replaced when necessary. This attention to detail in managing resources ensured that the team could perform their tasks efficiently, ultimately leading to a better guest experience (Kaushik, 2025).
Another important technical knowledge area was inventory management. The supervisor kept track of linen supplies, cleaning products, and other materials, ensuring that stock levels were sufficient to meet the needs of the department. This was essential in preventing delays or shortages, which could directly impact the guest experience. For instance, running out of clean towels, toiletries or bedding could result in dissatisfaction from guests and negative reviews damaging the hotel’s reputation (Informa, 2024).
Overall, these work-based skills and technical knowledge were vital in ensuring that the housekeeping department met guest service expectations. By observing these practices, I gained a deeper understanding of how attention to detail, effective resource management, and clear communication are all critical in maintaining high standards of cleanliness and guest satisfaction.
Section 3: Reflection on Organisational Issues (Analysis)
During placement, I encountered an issue related to a guest complaint, which stemmed from the Green Key environmental scheme that the hotel follows. An IHG platinum guest, expressed his dissatisfaction upon checking into his room, having only half a toilet roll, which he deemed insufficient, particularly given his status.  
The problem arose from the hotel’s adherence to the Green Key sustainability measures, which attempt to reduce waste by reducing the quantity of amenities placed in rooms. However, this method frustrated the guests, who were accustomed to receiving more facilities as a high-tier member. 
Upon reflection this situation highlights the contradiction between sustainability efforts and guest expectations, particularly among high-tier loyalty members. The lack of clear communication regarding the Green Key initiative and its impact on guest amenities could have led to the confusion. 
To address this issue in the future, I recommend using clear communication, such as notifying guests about the scheme through signage or welcome packets to manage expectations. Ensuring guests understand why there are fewer amenities. Provide additional benefits to IHG Platinum members automatically to encourage loyalty and satisfy their expectations. Or allow members to opt-out of sustainability measures, allowing the choice to receive additional benefits.
Conclusion and Action Plan
In conclusion, this experience has deepened my awareness of the housekeeping team’s crucial role in moulding the entire guest experience and given me significant insights into the value of work-related abilities, technical knowledge and personal growth in providing outstanding guest service. 
Reflecting on my personal and professional development has highlighted the importance of communication, teamwork, adaptation in overcoming challenges and increasing service standards. Moving forward, I intend to work on improving my time management skills and my ability to anticipate and respond to guest needs more efficiently. Furthermore, to expand my knowledge of housekeeping operations by seeking additional training in areas such as inventory management and quality control.
This experience has made me eager to continue developing the skills and knowledge required to excel in guest service positions. By integrating my practical experience with theoretical study, I aspire to contribute meaningfully to the industry and advance as a professional in the hospitality sector.
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