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1. [bookmark: _Toc210867496]Introduction 
This learning log is based on the fact that I was placed in the housekeeping department of the Best Western white house Hotel, Watford which is a medium-size hotel due to its hospitable services and thorough cleanliness regulations. My duties included support of the room cheques, contact with the front office and supervisory work. This log aims at exploring my field experience and gauging the theoretical concepts in the effective running of the guest services within the housekeeping field. This log suggests practical recommendations that can be taken to improve best practises in the hospitality industry and reflects professional competence by critically analysing and discussing them through the perspective of academic critique.
2. [bookmark: _Toc210867497]Main Body
2.1 [bookmark: _Toc210867498]Section 1: Role Reflection (Gibbs Model)
Description 
My placement experience as a Hotel Housekeeping Trainee Supervisor at the Best Western White House Hotel taught me the importance of paying close attention to detail in operations, coordinating staff, and ensuring quality assurance of services provided. According to Jones (2007), the Housekeeping Department is the backbone of hotel operations, which involves cleanliness, hygiene, and comfort that are directly related to the satisfaction of the guests. My manager was Massimo Berardi, and the employees in the housekeeping department were Mihaela, Anete and Agata.  
Feelings
I was passionate and nervous to assume supervisory roles first. Cultural diversity and the high-paced environment of the team were not only difficult but also very educational. I managed to overcome my hesitation and gain some confidence when I discovered how to deal with workload pressures and communicate better with my colleagues. The placement setting was conducive to independence and flexibility (Anon, 2010).
Evaluation
Considering my experience, I knew that being a housekeeping leader meant being efficient and caring at the same time. According to Walker (2021), hospitality leadership requires strong communication skills and situational awareness because they help to maintain consistency in the delivery of services. According to Raghubalan (2009), empowering the attendants encourages motivation and ownership of the guest satisfaction, a factor that was at times lacking during my placement.
Analysis
One of the positive leadership examples was provided when the Executive Housekeeper recognised high-performing attendants during morning briefings. Through appreciation, motivation such as achievement and recognition, which result in better morale and team spirit. Contrary to that, in high occupancy, there was ambiguity in task distribution, which led to delays and confusion, which is consistent with the claim that managerial clarity is a key to operational success.
Conclusion
Through this reflection, I have identified my strengths and the areas where I need improvement. My flexibility and teamwork spirit were the major strengths that enabled me to fit in with the team very fast.
Action plan 
	Development Area
	Planned Action
	Intended Outcome
	Timeframe

	Leadership Confidence
	Shadow senior supervisors to observe delegation and communication strategies.
	Gain practical understanding of effective leadership behaviour and staff motivation.
	During ongoing placement (Weeks 6–10)

	Assertive Communication
	Lead short daily briefings to practise clear instruction and feedback delivery.
	Improve confidence in delivering directions and handling staff issues professionally.
	Weekly during placement

	Decision-Making & Conflict Resolution
	Participate in leadership and conflict-management workshops or online training.
	Strengthen ability to make quick, fair decisions under pressure and manage interpersonal conflict effectively.
	Within 3 months post-placement


2.2 [bookmark: _Toc210867499]Section 2: Management Performance and Guest Service Analysis
Management Styles
The performance of the Housekeeping Department at the Best Western White House Hotel was a combination of transactional and autocratic management in its management. The close performance monitoring by the supervisors through the use of checklists and standard operating procedures (SOPs) is consistent with O’Fallon and Rutherford (2020). Wood (2013) presents the argument that hospitality leaders should integrate control and empowerment in order to develop engagement.
Health and Safety Compliance
The department maintained good health and safety standards and adhered to Health and Safety at Work Act (1974) and conducted COSHH training. According to Jones (2007) and Walker (2021), the confidence of employees and the trust of guests are enhanced by constant safety standards. According to Jayanti (2023), it is preferable to maintain awareness through regular micro-training, whereas weekly refreshers are used to ensure a safe culture and prevent incidents.
Organisational Culture and Teamwork
The organisational culture was hierarchical and cooperative. Based on Schein's (2010) model, visible professionalism, including punctuality and consistency of standards, was reinforced by more profound values of guest care and respect. Learning was enriched by multicultural diversity, and it developed communication barriers. According to Hagg (2013), visual items such as checklists should be utilised to enhance clarity and inclusivity, which should raise the level of teamwork and productivity.
Marketing and Guest Experience
Quality of housekeeping was a major determinant of brand reputation (Felce et al., 2019). Walker (2021) highlights the fact that guests base their judgment of hotels on cleanliness issues. But the informal complaint management curtailed service recovery. Johnston et al. (2012) emphasise the fact that structured feedback is what will turn complaints into an opportunity to gain loyalty. 
2.3 [bookmark: _Toc210867500]Section 3: Guest Service Improvement Plan 
Identified Issue
One of the major problems discovered in the Housekeeping Department of the Best Western White House Hotel was the uneven processing and documenting of guest complaints. Even though the attendants were very helpful and receptive, the documentation of the problem and following up of the solution did not take shape, and thus the same problem was presented, and improvement was missed.
Justification
Complaint management is essential for guest satisfaction and loyalty. According to Ha and Jang (2021), systematic service recovery creates a sense of trust and generates repeat patronage. Likewise, Johnston et al. (2012) also state that properly designed feedback systems transform personal complaints into organisational learning and lead to continuous service improvement.
Three-step improvement areas
1. Implement a Digital Complaint Logging System
A common digital platform has to be established where all guest complaints in different departments, including Front Office, Maintenance, and Housekeeping, can be logged and monitored. This undertaking conforms to the ISO 9001 continuous improvement requirements and plan-do-check-act (PDSA) cycle so that the issues are resolved in a well-planned way.
2. Staff Training on Service Recovery
Workshops are to be established every month in order to promote the staff competency regarding the efficient handling of complaints. Basing the instruction on the principles of the Forbes Travel Guide and Hospitality Assured, the teaching method will be rather based on empathy, communication and problem-solving, and supported by the LEARN model (Listen, Empathise, Apologise, Resolve, Notify). Such training is expected to raise the level of confidence among the employees, alter the attitude of the guests towards care, and raise online satisfaction rates.
3. Feedback and Performance Monitoring
The weekly inquiries made by the Executive Housekeeper are planned to ensure the functioning of everything as it should be, compare the complaints recorded over the previous week and implement the lessons gained in the past, to observe what should be improved. This proposal aligns with Johnston et al. (2012) who provide reflective assessment as the instrument of unceasing service enhancement.
3. [bookmark: _Toc210867501]Conclusion
The experience in the Best Western White House Hotel produces sufficient empirical data as far as the influence of good leadership, communication and collaboration on the customer satisfaction and operational excellence. The reflective post about my experience gave me the importance of systemic recovery of service and constant training of personnel in the housekeeping department. The adoption of complaints management system became a digital one, frequent instructional interventions and feedback monitoring can play an important role in enhancing the quality of services and work of a team.
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