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[bookmark: _Toc197348288]Introduction
Through my placement at the Ashford International Hotel & Spa, I rotated between four key departments. Housekeeping, Food & Beverage, Reception, and Leisure. This has been my experience, development and insights into being on a placement every Wednesday and Thursday between the hours of 9:00 and 17:30, lasting approximately 10 weeks.
I have gained hands-on experience in a key operational department during my placement at Ashford International Hotel & Spa. In this report, I will be concentrating on my role in the Housekeeping Department, where I assisted in room preparation, cleanliness standards and guest satisfaction. Comfort and hygiene of the department play a very important to play role in maintaining the 4-star reputation of the hotel. I was able to observe how management is practised, how the staff coordinated and how guest services were handled in a real-world situation. My three learning objectives when I started were to improve communication skills, gain an understanding of the operational workflow, and become more aware of leadership in the busy environment of hospitality (Colocassides, 2022).
[image: Ashford International Hotel in Kent evacuated after 'gas leak' in swimming  pool | UK News | Sky News]
[bookmark: _Toc197336013]Figure 1 Ashford International Hotel 
(Source: 2018, https://news.sky.com/)



[bookmark: _Toc197348289]Role and Experience
Housekeeping (07/05/25 – 22/05/25) 
During the first three weeks, I was working in housekeeping. Important responsibilities included preparing guest rooms, replenishing amenities, reporting maintenance issues, and maintaining standards of cleanliness. It taught me the importance of attention to detail and time management, especially in the fact that it had to meet daily turnaround deadlines.
Food & Beverage (26/05/25 – 05/06/25)
I went on to my next placement in the restaurant and bar. I helped with serving, setting up the table, interacting with the guests, and clearing. This role added to my communication and multitasking skills, especially during service peak hours. Secondly, I noticed the teamwork and coordination between the kitchen and floor staff.
Reception (11/06/25 – 19/06/25)
At reception, I took care of guest check-in/out, perhaps took some phone enquiries as well, and followed the supervisors on how to manage room allocation and complaints. This helped me gain some insight into how front office operations are carried out and how first impressions affect customer experience.
Leisure (25/06/25 – 10/07/25)
In the last three weeks, I worked in the spa and gym area helping with towel inventory, maintaining hygiene, and assisting with guest queries. Coming here, I learnt more about wellness services and how they contribute to the hotel’s package value (Fang, 2020).

At Ashford International Hotel & Spa, where I worked in the housekeeping department, I assisted room attendants with daily work like bed making, restocking of amenities, cleaning of bathrooms and reporting of maintenance issues. Room turnaround targets had to be met daily, and this role was precise, efficient and team-oriented. I quickly learnt to use the cleaning protocols as per brand standards and about time management, in particular during heavy traffic hours. The one thing I believe was one of the most valuable things I learnt, and I believe is one thing that was key to the role, was learning the little operational details that have a lot of impact on the overall guest satisfaction. 

[bookmark: _Toc197348290]Learning and Reflection
This placement added to my practical understanding of how hotel departments work together. I did work with several teams, which helped me adapt to different work cultures and management styles. I was becoming more confident, more resilient under pressure and more aware of what my strengths were, which helped me especially with guest interaction and keeping up standards (McGee, 2020).
After each shift, I reflected on Kolb’s Experiential Learning Cycle:
· Concrete Experience: Performing assigned duties.
· Abstract Conceptualisation: Understanding underlying processes.
· Techniques: From the next shift to apply improved techniques.
Kolb’s Experiential Learning Cycle helped me in reflecting on my tasks in the Housekeeping Department and identifying the strengths, as well as areas for improvement. Concrete experiences were practised on each shift and reflected on afterwards regarding what did and didn’t work well. I learnt to adapt and to improve based on my observation and feedback (O'Leary 2020). In his process, he helped me to learn the significance of communication, teamwork, and efficiency in a hotel setting. What I learnt is that in situations of pressure, I work solidly, but I still need to grow myself in the areas of delegation and leadership, which I now put my efforts into developing further.



[bookmark: _Toc197348291]Management and Leadership Styles
I found both democratic and autocratic leadership, perhaps within departments. Supervisors in housekeeping and F&B took an efficiency approach to dealing with tasks. Reception and leisure managers encouraged team input and learning and were supportive of learning, which made me more motivated. These highlights established that leadership should reflect the operational priority and staff experience (Conţu, 2020).
While I was placed in the department of Housekeeping, I noted that most of the supervisors used a democratic style of leadership in that they were keen on input from team members and, in effect, had a team-oriented environment. By adopting this approach, it enhanced the motivation of the staff and created a positive working atmosphere. On the other hand, during high-pressure periods, the style was adopted as autocratic, which was more efficient and task-oriented. The shifts in leadership showed flexibility in management in conducting the tasks according to the operation. Within the Management and Organisational Behaviour module, I learnt that good leaders adapt the way they lead to meet the situation and can impact employee morale and departmental performance (ANANYI and Ololube, 2023).



[bookmark: _Toc197348292]Service Improvement Opportunities
Some opportunities for service improvement were observed from the observation:
· Digital Room Status Tracker. By introducing a digital room status, it could cut down on delays communicating with reception (Al-Ababneh, 2020).
· Standardising the pre-service briefings could help to improve the consistency in service quality, and they were more informal than other services, like food & beverage. 
· Reception During peak check-in, some guests waited. An extra part-time support could improve efficiency, or an additional queue management system (Khosravi, 2021).
· Feedback forms were very rarely distributed and leisurely. It could also be worth actively requesting reviews post-visit.


The issue I saw when I was placed in the Housekeeping Department was the delay in communication between the housekeeping staff and the reception regarding room preparedness. The action of improving this process through a real-time digital room status system would bring operations more streamlining and guest experience more enhancement. Effective communication tools increase the efficiency of service delivery and the workforce. If such technology were implemented, it would decrease errors, improve productivity, and ensure that guests are promptly taken care of, and, effectively, this would increase the satisfaction level and reputation of the hotel.
[bookmark: _Toc197348293]Conclusion
This exposure put me in the place. I have a complete picture of how operational management works in a busy hotel. It grew me professionally, provided me with the scope to grow professionally, and also helped me understand how good service was provided across all departments. Now I can feel myself more prepared and motivated to study in a hospitality management career.
The obvious contribution of my placement in the Department of Housekeeping at Ashford International Hotel & Spa was for its wealth of information on guest service operations and team dynamics. I learnt through the practical experience and reflective learning about important skills like communication, time management and problem solving. The study of various styles of leadership helped me to gain clarity on the link between leadership and staff motivation to service quality. I was able to meet my first learning objectives, as these improved my interpersonal abilities, gave me operational awareness and helped me realise the importance of adaptive leadership. This experience has only made me further interested in hospitality management and inspired me to learn more and grow in achieving more for the industry I want.
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