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My experience at the Premier Inn Leicester City Centre Housekeeping Department significantly impacted my understanding of hotel operations and personal and professional growth. I learned about the intricacies of cleaning, laundry services, and restocking supplies, which helped me appreciate the correlation between efficiency and guest satisfaction. This experience also taught me the importance of coordination and effort in maintaining high standards of cleanliness and room readiness.
Interacting with guests and staff was crucial for honing interpersonal skills, as it allowed me to become more confident and adept at communication. Collaborative work within the team taught me the value of mutual support and the strength of working towards a common goal.
Facing unexpected challenges was a routine part of the job, teaching me to think on my feet and prioritize tasks efficiently. This experience taught me the importance of adaptability and quick thinking in a dynamic work environment.
Reflecting on my placement through Gibbs' Reflective Cycle allowed me to critically examine my experiences, identify areas of growth, and understand the value of my skills. 
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During my placement, I aimed to understand the operational dynamics of housekeeping and its role in guest satisfaction. I focused on refining my interpersonal skills through direct engagement with guests and team members, resolving unexpected challenges, and understanding supervisory responsibilities. One incident highlighted the importance of attention to detail and effective communication within the team. The supervisor assigned specific shifts for towel changes based on guest stays, improving operational efficiency and guest satisfaction. This highlighted the need for adaptability and proactive problem-solving in maintaining high service standards.
Work-based skills and technical knowledge were crucial in enhancing guest experiences. Attention to cleanliness, effective time management, and understanding cleaning technologies were essential for meeting and exceeding guest expectations. The hands-on experience complemented my academic learning and previous customer service roles, enriching my ability to communicate effectively, collaborate, and manage tasks efficiently.
Teamwork was essential in our daily operations, and fostering a supportive environment was crucial for productivity and morale. I learned the value of an open and communicative atmosphere, which could prevent incidents like the discomfort caused by a guest with specific allergies.
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My journey in the hospitality industry, particularly in housekeeping, highlights the importance of specialized skills and technical know-how in creating an exceptional guest experience. Competencies such as effective communication, meticulous attention to detail, adept time management, and a profound grasp of cleaning and sanitation practices are crucial for ensuring guest satisfaction and upholding service standards, skills that I have also observed that I have, although they need a little bit of work from time to time.
Clear communication is essential in bridging the gap between guest expectations and service delivery, ensuring requests are fulfilled with precision. Attention to detail extends beyond cleanliness, ensuring every room is a sanctuary of hygiene and comfort. Time management is akin to an art form, balancing speed and quality to meet rigorous standards of room readiness before guests' arrival. All these skills are present within my personal development plan, and they will always be, as we will always be needing them, and we must improve them in order to adapt.
Shadowing experiences have transformed theoretical knowledge into tangible skills, such as empathy, problem-solving, and refining communication skills, for me.
The detailed orchestration required in room preparation is a practical lesson in the importance of attention to detail and technical prowess, directly influencing guest satisfaction. These competencies are not only beneficial but essential, highlighting the need for continuous learning and skill enhancement in housekeeping and beyond. My journey, reflecting Baum (2016) and Jones (2016), emphasizes a relentless pursuit of excellence, ensuring every guest encounter is not just a stay but a memorable experience.
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During my time on placement, I encountered a particularly eye-opening incident that truly tested my skills and understanding of hospitality management. A guest's arrival to a room that fell short of our cleanliness and readiness standards was a wake-up call for me and highlighted a critical area needing improvement within our Housekeeping Department. This experience not only threatened the hotel's reputation in the eyes of our guests but also revealed significant gaps in our quality control processes that could lead to an increased workload, affecting overall efficiency and dampening the morale of our team.
To tackle this challenge head-on, I leaned into the idea of integrating a standardized checklist, a solution that felt both practical and necessary. I believed that this, along with conducting regular training and feedback sessions for the housekeeping staff, could make a real difference. Embracing the concept of quality control through random room inspections by supervisory staff was another strategy I felt could help us bridge the gap between expectation and delivery.
Drawing on the Service Quality Model by Parasuraman (1985), which highlights the importance of reliability, assurance, tangibles, empathy, and responsiveness, I saw a clear path forward. Focusing on reliability and tangibles became a personal mission for me to ensure consistency in room readiness. Additionally, applying Herzberg's Two-Factor Theory (1959) helped me delve deeper into understanding the motivation behind our housekeeping staff's performance. Recognizing that hygiene factors are crucial in preventing job dissatisfaction, I focused on enhancing motivators such as recognition and achievement to boost job satisfaction and performance. This approach not only promised to improve the quality of guest service but also served as a significant learning curve for me in managing and motivating a team.
Reflecting on this experience, I realize how crucial addressing room readiness and cleanliness standards is not only for maintaining guest satisfaction but also for preserving the hotel's reputation. It was a profound lesson in the importance of continuous improvement and quality control in the hospitality industry, one that has significantly influenced my approach to management and team leadership.
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This placement at Premier Inn Leicester City Centre provided valuable insights into guest service operations. I have identified areas for improvement and developed a strategic action plan to enhance my work-based skills and technical knowledge. The plan focuses on communication, teamwork, task management, personal skills, and guest services.
Communication involves improving language skills, especially in commonly spoken languages, to improve interaction and service delivery. Active listening training can be achieved through workshops or online courses. Cross-departmental training can be achieved through shadowing programs with other departments, fostering better collaboration. Team-building activities can be proposed to strengthen bonds and efficiency among housekeeping staff. All these skills are skills that I am used with and also, are skills that I want to improve also, as they are present but not at the desired level.
Task management involves adopting digital tools for scheduling and tracking housekeeping duties and attending time management workshops to improve task prioritization. Personal skills include stress management techniques, enrolling in professional development courses, improving the guest feedback system, and pursuing certifications in hospitality standards of excellence. These skills are on my personal development list to be improved.
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The reflection on my experience at Premier Inn Leicester City Centre emphasizes the importance of operational efficiency and guest satisfaction in the hospitality industry. Housekeeping operations, such as cleanliness and hygiene standards, are crucial for maintaining a hotel's reputation and guest comfort. The development of work-based skills, such as effective communication and attention to detail, is essential for maintaining high service standards. Continuous training in these areas is crucial for adapting to evolving guest expectations and maintaining a competitive advantage. The placement experience has facilitated the development of interpersonal skills, such as interacting with guests and staff, handling complaints, and collaborating within a team. The action plan focuses on communication, teamwork, task management, personal skills, and guest services, aligning with personal and vocational development goals. The reflection through Gibbs' Reflective Cycle demonstrates a deep understanding of operational and personal aspects in the hospitality industry.
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