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DoubleTree is a US-based multinational hotel chain controlled by Hilton Worldwide. The hotel chain is popular for its unique facilities like free WiFi, pet-friendly rooms, an on-site restaurant and a fitness centre (Hilton, 2025). This is the placement organisation for the 10-week placement to gain practical experience of guest service operations. Currently, the placement is in the housekeeping department of the hotel. The housekeeping department is responsible for maintaining and cleaning hotel rooms for guests and delivering exceptional services to them (Walker, 2021). 
Replenishment of hotel amenities, back-of-house facilities, inventory and supply management and public area cleaning are other responsibilities of housekeeping staff. At Hilton Worldwide, the housekeeping policy revolves around guest comfort and creates a feeling of one's own premises (Hilton, 2025). Current placement in this department involves crucial guest service duties like cleaning and maintenance, bed and linen service, restocking of amenities and compliance with business policies. The ongoing 10-week placement program has allowed us to identify the challenges that are currently present within the department.
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Guest experience 
The guest service operations department in a hotel is the team that is responsible for ensuring a positive guest experience (Jones, 2008). The particular department that I have worked in is Housekeeping, and one of the key issues that I have observed is a lack of adequate staff. The following section will showcase the application of the Gibbs reflective cycle for the assessment of the placement experience. Gibbs' reflective cycle is a framework that was developed by Graham Gibbs to follow six stages for elaborating on a particular experience and form an action plan based on that (Pieper et al., 2021). 
Application of Gibbs reflective cycle 
Description 
I took part in the 10-week placement between 18.09.25 - 04.12.25 at DoubleTree, a hotel chain of Hilton Worldwide. Upon working in the housekeeping department, I was able to learn many crucial things, including the value of the service, discipline and responsibility. The specific responsibilities that were bestowed upon me include bed making, restocking amenities, cleaning rooms and many more. I, along with the other people who took part in this job placement, was actively involved in the process of cleaning the rooms, making the beds, and replenishing the amenities. I wanted to learn from the immersive experiences that are offered at the multinational hotel chains about the aspect of housekeeping. We were able to learn about many aspects of this work; however, the challenges that are evident at this hotel became evident to me. 
Feelings 
Exploring many feelings became possible through this experience, as I realised we had a lot of work to do in this role. I was happy to be involved in the process of teamwork as I got to meet new people and learn new things. However, many challenges were observed during the course of this experience that made me feel frustrated. DoubleTree has an issue regarding a lack of staff, leading to a lack of supervision for people involved in the placement process. Existing and experienced staff rush their work, and due to this, I was not learning the basic things properly. This made me feel overwhelmed as we were given tasks to do, but were not taught about them properly. Others involved in this experience were in a similar situation to me and were hoping to have better mentorship. 
Evaluation 
The placement program in the hotel has allowed me to examine different situations and assess the positive and negative aspects of those situations. The good thing was learning from seniors about maintenance and cleaning facilities, laundry and bed-making, along with amenities restocking. Supportive co-workers helped me feel that the placement environment was no less than a familiar one. Meeting with the supervisor once a week also helped in clarifying our doubts regarding the job roles and responsibilities. However, the current challenges within the department made me feel bad about the placement organisation. 
There is a huge work pressure in the housekeeping unit, and employees are always in a hurry. Due to the influx of guests, I often failed to manage all my duties and was unable to clean rooms properly. Additionally, no training was provided to us by the departmental head or organisational leaders to effectively handle our regular activities. I felt that there is a need to include a daily feedback system that can gather constructive feedback from the staff to address their workplace concerns. 
Analysis 
I think that DoubleTree’s challenges are severe due to the absence of an appropriate leadership and management style and poor organisational culture. Although leadership approaches at the organisation claim to reinforce staff empowerment and continuous learning, there is a huge lack of employee motivation and effectiveness among working professionals. Shortages of labour have worsened the situation further. The absence of sufficient housekeeping staff has created a huge workload for existing employees and reduced their performance level. Similarly, an inappropriate leadership style has resulted in poor workload management, no training facilities and career growth opportunities. This experience can make sense that there is a need for an effective leadership approach to enhance employee performance and improve workplace culture.
Max Weber’s Bureaucratic Theory focuses on a clear and hierarchical organisational structure with transparency in roles and responsibilities, a clear reporting line and acknowledgement of human emotions (Monteiro and Adler, 2022). However, in the context of the placement organisation, there was a lack of clarity in staff roles and responsibilities. Poor recognition of employee emotions was also observed. Thus, the situation clearly does not align with the theoretical concept, and the application of this theory can help address the current issues.
Conclusion 
This situation that I was involved in taught me that inadequate training can be a crucial challenge for organisations. Leadership is also essential in hotel guest service operations as it allows for adequate management of the staff and making improvements in the area of customer experience. Setting high service standards, fostering a supportive and positive working environment, and managing crises could have made this a positive experience for everyone involved in this process. The organisation can take effective actions to ensure that, in the future, placement opportunities the company offers can be made fruitful for the people involved. 
Action plan
Staff empowerment and autonomy
Providing employees with autonomy and training can boost their productivity and increase engagement levels. Industry best practices in this context involve an open communication culture and targeted training programs. Open communication can help them share individual concerns and create a sense of engagement. Training can boost efficiency by addressing skill gaps.
Employee feedback
The introduction of a feedback system can enable organisational superiors to understand individual staff concerns and tailor people management strategies accordingly. Regular feedback from employees will also be effective in crafting training initiatives to address certain skill gaps. Regular meetings and surveys are mainly practised within the hospitality sector to gather feedback from staff.
Recruitment of talent
The hotel chain can also focus on talent acquisition to ensure the availability of sufficient human capital to perform daily housekeeping activities. Engagement of more staff will help meet guests' demands during peak seasons and can reduce extreme work pressure on certain people. Organising job fairs and implementing employee referral programs can be helpful in this context.

[bookmark: _heading=h.npbdn3ca8azp]Conclusion
This reflective assessment has elaborated on an experience of a three-month placement at the DoubleTree hotel chain. The aspect of shaping guest experience through housekeeping has been focused on through this assessment. The reflective cycle of Gibbs has been applied to elaborate on the experiences that have been gathered throughout the placement process. Within the 10-week placement process and working with the housekeeping department of DoubleTree made some issues at the mentioned company prominent. These highlighted issues include a lack of staff and inadequate service delivery from the existing staff. Based on the identified challenges, some of the possible solutions have been outlined. Some recommendations can be provided to the organisation, and they include hiring additional staff to deal with the excessive workload. 
[bookmark: _heading=h.wtru1o3gpp7m]Offering refresher training can be helpful in maintaining industry standards in the process of training and enhancing the performance of the staff. Regular feedback processes can ensure employees feel valued and motivated as they are communicated with clearly. Enforcement of these proposed recommendations can ensure adequate service delivery and better management of the housekeeping services of DoubleTree. 
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