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[bookmark: _Toc200925942]Introduction
This reflective study is about my experience while working in the Housekeeping department at Holiday Inn Sunderland - City Centre. Housekeeping staffs are in charge of cleaning and making guest rooms safe and comfortable for guests. Housekeeping staffs duties consist of tidying guest rooms, changing the linen, being careful with chemicals and arranging additional toiletries upon request. While I acquired some Front Office experience, I decided to focus on housekeeping since it offered a clearer picture of how guest service is delivered. I set three main learning goals for myself such as developing my hands-on cleaning skills, boosting my teamwork skill and realising how the housekeeping activities of the hotel impacts the guests’ experience.
 

[bookmark: _Toc200925943]Section 1: Role Reflection Using Kolb’s Learning Cycle
Kolb’s (1984) Experiential Learning Cycle consists of four stages such as concrete experience, reflective observation, abstract conceptualisation and active experimentation. I examined my responsibilities and development in the Housekeeping department at Holiday Inn Sunderland - City Centre using this model (Kolb, 2017). 
[bookmark: _Toc200925944]Concrete Experience – Performing Housekeeping Tasks 
While on my placement, I cooperated with the housekeeping staff and understood how to clean guest rooms in the right way. My duties included making beds, cleaning the bathrooms, stocking the items properly and reviewing all spaces. I was trained on how to use the cleaning chemicals safely and to organize the trolley before I started to work (Jones, 2018). Sometimes, we would have to clean and prepare many rooms in a short time before people arrived for check-in. It was tough, but my team and I managed to finish all the work by the deadline. 
[bookmark: _Toc200925945]Reflective Observation – Watching Supervisor Leadership Skills 
While on the job, I saw that supervisors needed to be organised and supportive to the team. The supervisor spoke politely, assigned jobs to each person and checked all the rooms after cleaning. This allowed the team to remain calm and pay attention to their roles (Van and Davies, 2016). On one occasion, our trolley was missing some things since it hadn’t been inspected properly. It was slower our work and more stressful for us to handle. I learned that being prepared plays a key role in any emergency.
[bookmark: _Toc200925946]Abstract Conceptualisation – Relating to Theoretical Knowledge 
I discovered from Management and Organisational Behaviour modules that a leader should have clear communication skills and motivate the team. I saw the process during my practical work experience. Hospitality & Guest Service lessons also taught me to greet guests with a smile, listen to them and keep the voice gentle (Ruhanen et al., 2017). I realized that I can handle the pressure well, but I want to become more confident about expressing my ideas to others.
[bookmark: _Toc200925947]Active Experimentation – Action Plan for Development
In the future, I will always make sure my trolley is prepared at the beginning of every shift in order to avoid unnecessary delays. I am working on cleaning areas much quicker while keeping everything neat and tidy. I will often seek feedback from my supervisor and try to participate more in team talks to become a better and more involved team member (Raghubalan and Raghubalan, 2015).


[bookmark: _Toc200925948]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200925949]Management Style – Helping the Team 
The housekeeping manager acted in a supportive way while leading the team. He explained our duties in detail and also let us talks about any worries or ideas we had. As a result, the team felt appreciated and encouraged. According to Management & Organisational Behaviour modules, this process is quite close to transformational leadership. This gave the team more confidence and enhanced the productivity (Brownell, 2015). If the staffs feel their issues are addressed, they are more likely to work hard even under stress.
[bookmark: _Toc200925950]Health and Safety – Using Proper Safety Measures 
Safety and health standards were always granted the highest importance. I was trained on the importance of using chemicals properly, wearing gloves and keeping rooms separate from one another. When setting up the trolley, we always made sure to put any sharp tools or hazardous materials in safe spots. The Health and Safety at Work Act (1974) and COSHH regulations were followed in these practices (Howells, Barrett and Institute Of Personnel Management, 2019). The manager inspected the safety measures every week and advised employees to tell him when they found a hazard. It guaranteed that the hotel followed necessary rules and also cared for every staff.
[bookmark: _Toc200925951]Culture and Teamwork – Respect and Communication 
The housekeeping team always acted with great kindness and care. We worked alongside teammates or partners throughout this project and offered support when needed it. I found that communication among all teams was strong particularly with the front office which alerted us when guests arrived early or had requests. From the module on Personnel Resourcing & Development, I recalled that effective communication and respect matter a lot in the workplace. As a result of our culture, we could move quickly and avoid disagreements (Shrivastava and Prasad, 2021). Even when we were exhausted, the team stayed cheerful due to our mutual respect.
[bookmark: _Toc200925952]Marketing & Guest Experience –Clean Rooms Matters
While housekeeping is not directly involved in promoting the hotel, it greatly affects guest satisfaction. An orderly and clean room creates a good impression to the guest. Small actions such as folding towels properly or cleaning the mirror made guests respond with compliments. I realised from the Hospitality & Guest Services module that back-of-house processes play a key role in making the front-of-house satisfaction. Making our guests comfortable and cheerful encouraged them to repeat visit and rate us positively (Köseoglu et al., 2016).


[bookmark: _Toc200925953]Section 3: Guest Service Improvement Plan
[bookmark: _Toc200925954]Key Issue – Service Delays in Room Readiness
While I worked in housekeeping department at Holiday Inn Sunderland - City Centre, I noticed that it took too long time to prepare rooms in high seasonal periods. Whenever guests left late or arrived early, it was tough for our team to finish the cleaning fast. As a result, guests had to wait longer to check in and became annoyed in the lobby (Hudson and Hudson, 2018).
[bookmark: _Toc200925955]Why the Issue is Significant 
The way a room is prepared greatly affects guest satisfaction. When customers have to wait longer for rooms, they may rate the service poorly or write bad reviews online (O’fallon and Rutherford, 2019). I also learned in Hospitality & Guest Services module that if the service is not always the same, people often become dissatisfied and do not stick around as repeat guests. Tidiness and promptness are the key service requirements in housekeeping and a mistake in either can harm the hotel’s reputation (Bagdan, 2021).
[bookmark: _Toc200925956]Three-Step Improvement Plan
Step 1-Building a real-time system for communication 
Place a digital system or group chat platform between the front office and housekeeping teams. It enables staffs to know about departures and early guests which support managing the booking queue correctly. This aligns with today’s hotel operations which use technology to minimize waiting periods (Wilamowski and J. David Irwin, 2016).
Step 2-Supplying Flexible Support for Staff 
Consider adding a floating housekeeper to help handle workloads during peak time. With this arrangement, no teams face excessive workloads. It follows the industry’s best practice for scheduling resources during peak times. 



Step 3-Daily Pre-Shift Briefings
Gather staff before every shift to communicate current guest requests, the number of rooms that needs cleaning and any other key tasks. It helps employees coordinate well and avoid unexpected situations (Raghubalan and Raghubalan, 2015).
By following these steps, staff will work more quickly, guests will experience fewer problems, the team will be happier and guests are more likely to rate the hotel better which leads to achieve long-term success.


[bookmark: _Toc200925957]Conclusion 
I gained a lot of practical skills and a deeper knowledge of essential hotel operations by working in Holiday Inn Sunderland - City Centre’s Housekeeping department. I was able to meet my learning goals by becoming better at the job, interacting with my co-workers and understanding how cleanliness boosts guests’ satisfaction. I have increased both my technical and workplace social skills by gaining this experience and it has made me ready for future jobs in hospitality industry.
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