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The Housekeeping Department, where I was working during the 10-week placement at the White Hart Hotel Boston, is a very important department that is critical to room standards and guest satisfaction. This department is charged with the responsibility of cleaning guest rooms, cleaning public areas, laundry and stock replenishment. It is comfortable, sanitary, and creates a good initial impression on hotel visitors (Sirirat et al., 2025). I selected this department as I needed to learn more about back-of-house operations. My three primary learning goals were to learn how to manage time, enhance communication in a team, and learn about quality control in housekeeping operations daily. As it is mentioned in Casado (2012), functional housekeeping operation has a major brand image of a hotel and directly affects the operational efficiency.
[bookmark: _Toc200812245]Section 1: Role Reflection 
[bookmark: _Toc200812246]Gibbs Reflective Model 
In this section, I reflected on my experience in the housekeeping department using the Gibbs Reflective Cycle (1988). The model consists of six steps: description, feelings, evaluation, analysis, conclusion, and action plan. It assists learners to look over situations in an organised manner, discern areas they can improve on, and transfer learning to upcoming activities. 
1. Description
As part of my 10-week placement, I would complete different duties, which included making beds, cleaning bathrooms, dusting furniture, vacuuming floors, replenishing amenities, and reporting maintenance problems. I also had to participate in deep cleaning at slow times and assist in replenishing housekeeping trolleys.
2. Feelings
Initially, I was nervous, and I lacked the confidence to ask questions. I also lacked confidence in the way I was to undertake tasks independently. But after some time, I settled in and began to like the routine and order. When my attention to detail was appreciated, I felt proud.
3. Evaluation
It was both a good and a bad experience. On the plus side, there was an instance when a supervisor effectively reallocated room assignments when one staff member phoned in sick. The entire team managed to finish preparing all the rooms prior to check-in time; this is a demonstration of effective leadership and team morale. One of the negative experiences was when two housekeepers ended up cleaning the same room as a result of a breakdown in communication, and ended up wasting time.
4. Analysis
In the instance of the reassignment of staff, delegation and decision-making were good. Such leadership is needed in stressful situations (Strommere, 2020). On the other hand, the communication aspect portrayed the lack of clear instructions that were necessary, more so in a team where there are people with different language backgrounds.
5. Conclusion
Out of these experiences, I realised my strength in areas of punctuality and attention to detail, especially during room inspections. My learning was, however, hindered by my original tendency to remain quiet whenever I was not sure about something. Luckily, I rectified this later on by noting the way supervisors talked and later came to pose more questions.
6. Action Plan
	Area of Improvement
	Action to be Taken
	Resources Required
	Timeline
	Expected Outcome

	Communication Skills
	To attend hospitality workshops focusing on verbal communication and team interaction
	The Workshop enrolment, trainer/mentor
	Within 1 month
	To improved confidence in asking questions and conveying messages clearly

	Leadership Development
	The shadow an experienced housekeeping supervisor to observe decision-making in real-time
	The Supervisor approval, placement opportunity
	Within 2 months
	The deeper understanding of leadership skills in housekeeping operations

	Teamwork & Collaboration
	To participate in group activities and simulations during training
	Access to team-building sessions or activities
	Ongoing during placement
	The better coordination and understanding of team roles

	Task Confidence & Initiative
	To practice asking questions when unsure and take proactive steps during tasks
	Supportive work environment, encouragement from peers
	Immediately
	The greater independence and self-assurance while completing housekeeping duties

	Continuous Learning
	The Reflect weekly on experiences and note key lessons
	Reflection journal or logbook
	Weekly during placement
	The consistent learning, better self-awareness, and long-term growth in housekeeping role
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Figure 1 Gibbs' Reflective model 
Source: (Praveena et al., 2025)
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[bookmark: _Toc200812248]Management Styles and Impact 
The Executive Housekeeper employed a transformational style of leadership where she motivated through acknowledgement of a job well done and taking initiative. This fantasy enhanced the involvement and performance of the staff, which is consistent with the theories of Management and Organisational Behaviour (Hossain et al., 2020). It helped to maintain the morale of the staff and alleviated absenteeism, which is also consistent that positive leadership promotes service quality and teamwork in hotels. According to Fallon and Rutherford (2010), these types of motivational leadership result in improved performance in the working units such as housekeeping.
[bookmark: _Toc200812249]Health & Safety Compliance 
I received training on how to use chemicals safely, fire exits and lifting techniques. The hotel also complied with COSHH and manual handling regulations in order to avoid injuries. There were warning signs that were put up during cleaning, and we were given protective equipment such as gloves. (Ciarlante et al., 2024) reveals that good safety practices enhance the well-being and productivity of the worker. It aligns with QAA (2018) instruction, which highlights the legal and ethical responsibility of organisations in confirming safety values in work-based knowledge.
[bookmark: _Toc200812250]Organisational Culture and Teamwork 
Housekeeping had a nice culture and was inclusive. Junior staff were assisted by senior staff, and birthdays and achievements were celebrated and which created morale. This conforms to the insights of (Marília Durão et al., 2024), who underscore the fact that positive culture within the hospitality industry promotes teamwork and satisfaction among the guests. The culture of our team corresponded with my knowledge in Personnel Resourcing and Development, where the engagement and well-being of the employees are key to performance.
[bookmark: _Toc200812251]Marketing and Guest Experience 
Housekeeping is not a direct component of marketing, but it still indirectly influences the reviews and ratings of the guests. A huge constituent of customer satisfaction is cleanliness. In my placement, clean rooms would frequently result in good TripAdvisor reviews, which enhanced the online image of the hotel. Customer loyalty, as taught in Marketing Essentials, highly depends on the quality of services (Anderson, 2025). Rughubalan (2009) also cites housekeeping as one of the areas that determine repeat business and good guest reviews based on standards of cleanliness and presentation.
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When I was on placement at the White Hart Hotel in Boston, I noticed that there was a repeated problem of the delay in the preparation of rooms, particularly at the busiest check-in time. The rooms did not get cleaned and checked usually by the regular 2 PM check-in time, resulting in frustration and complaints by the guests at the reception. 
[bookmark: _Toc200812254]Significance of the Issue
Room availability on time is the factor that leads to the satisfaction of the guest. According to research, expectation waiting time decreases the level of trust and shapes the overall experience in the mind of a guest (Gangwar and Reddy, 2023). Late check-ins should be considered as one of the minor operational failures that, in a competitive hospitality market, may lead to negative reviews, reduced customer loyalty, and subsequently, low occupancy rates (Shrestha, 2024). Thus, the problem directly affects the guest satisfaction and business metrics.
[bookmark: _Toc200812255]Three-Step Operational Improvement Plan
· Name of Operational Change Proposed: Adopt a digital housekeeping status board to reflect real-time room progress. Both housekeeping and reception teams can use this system.
· Industry Best Practice: Major hotels, such as Premier Inn and Marriott, have integrated mobile tracking systems, which enable them to update in real-time and enable interdepartmental task management (Kumar, 2021). Vallen & Vallen (2014) support this claiming that front and back of house communication in real-time increases operational efficiency.
· Anticipated Results: The proposed solution will help to minimise miscommunication, increase the room turnover rate, decrease the wait time of the guests to a considerable extent, and increase satisfaction and review scores.
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The experience at the White Hart Hotel Boston gave me important knowledge of how housekeeping functions directly affect guest satisfaction (Anderson, 2025). Using the Gibbs model, I have been able to look back on the main skills and areas that I need to develop I additionally noticed the role of positive leadership and culture in facilitating performance and guest experience. Time management, communication, and Quality control were the learning objectives that I had previously set and managed to gain during my practical experience.
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