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Introduction
In this reflective report, the possible improvements of operating procedures in Cardiff Marriott will be discussed. The aim of this report is to propose a SOP (Standard Operating Procedure) will improve guest feedback and satisfaction. I will use Kolb’s reflective model here, which has four stages including concrete experience, reflective observation, abstract conceptualisation, and active experimentation (Morris, 2020). After analysing my experience, this journal will present an action plan to improve the current operations of the hotel.
Concrete experience
During my experience I noticed some issues there that are related to the maintenance and handling of the guests. I saw irregular room cleaning practices in the housekeeping department. The rooms were not clean enough in various circumstances since different staff members cleaned in different ways.
These incidents put the hotel at risk for accidents, in addition to having an impact on the well-being of customers and employees. Visitors have made comments regarding their stay in the form of feedback, and I saw that most of the feedback is inclined to the negative side. They have shown displeasure with the environment and the cleanliness of the rooms. 
Reflective observation
I observed several critical points that I consider a problem for the growth of this hotel. Firstly, the inconsistency in housekeeping procedures was evident, and this led to uneven room cleanliness. This is an undesirable state of a room when it is being rented to a guest. This not only affected the guests but also the overall public impression of the hotel (Ghosh and Shum, 2019). Guest feedback being overall skewed to the negative side is expected, as the guest experience is sub-standard at best. One of my key learning here was that the guests' dissatisfaction with room hygiene and the failure to meet personalised requests showed that improvements can be made through the implementation of effective SOPs (Shukla et al., 2023). 
Abstract conceptualisation
To improve their service, the hotel needs to start developing and implementing a thorough SOP the common concerns first, such as improper chemical handling, dirty rooms, and lack of staff training level, which would drastically improve the hotel’s conditions and guests’ satisfaction (Nisar et al., 2021). This can be done by preparing the room before the guests arrive, providing onboarding facilities’, and asking for special services to them. From this experience I was able to learn that these SOPs would improve the quality of the cleaning process, as a planned and systematic guideline would be followed every time and crosschecked by supervisors. This will ensure that cleaning procedures are consistent, safe, and meet the required high standards of cleanliness that are present across the industry (Chathoth et al., 2020). 
Alongside that, by integrating clear guidelines for personalised guest requests and feedback into the SOP, the hotel can improve the overall guest experience and employee well-being without breaking their routine. guests will be asked to give feedback on comfort, cleaning level, room atmosphere, hotel facilities, and personalised services for the rooms. The guests would be given the service of special amenities on demand, such as birthday balloons for birthdays, flowers for anniversaries and many others (Kalyar et al., 2021). During my times in Housekeeping, I was able to distinguish 5 different rooms: Deluxe with queen/king size bed, Superior with 2 double king beds, Executive with lounge access, 1 king, Sofa bed, Superior Family with 2 double bed and sofa and 1 bedroom Suite with executive lounge access, Larger Suite, 1 King, Sofa bed (Cardiff Marriot Hotel 2023). 
Active experimentation
The implementation of the SOPs is an intensive task that will require several resources in the forms of human resources, documentation, handbooks and training programs, and digital infrastructure. The procedure involves collaborating with experienced staff to document best practices, safety measures, and cleanliness standards that will be practised in the hotel by the staff towards the guests. These SOPs should be easily accessible to every staff member and the housekeeping managers should be able to teach the staff about the necessary processes and protocols (Khawaja et al., 2022). Furthermore, optimal training and chemical-handling equipment must be given to the staff while maintaining the safety protocols for handling the chemicals efficiently (Giousmpasoglou et al., 2021). 
The industry changes could be incorporated into SOP as well, as this should receive regular updates accordingly. As per our suggestion, a structured SOP training program will be conducted by the Housekeeping Manager (Davahli et al., 2020). Video presentations and workshops should be used as tutorials for the staff here. The capacity of Staff members regarding proper chemical handling, room cleaning, as well as guest interactions, should be evaluated through regular half-yearly examinations (Burhan et al., 2021). 
A customer-oriented system, implemented by the hotel, will work in tandem with the SOP to focus on the guests to enhance their experience of stay. This means focusing on the customers to note their preferences and special requests and providing personalised service to them in the form of providing flowers, and origami towels during engagements, and wedding anniversaries or providing pens or notebooks during educational or professional visits (Pillai et al., 2021). This way, a tailored customer experience can be made, which will include room decorations, amenities, or personalised greetings while maintaining basic facilities at industry standard. I will use my learning here to develop and implement a structured customer-oriented SOP in the housekeeping department in my future workplace. This will help to enhance and maintain guest experience there.
During this visit, I understood that I have a shortage of organising skill and time management, as while trying to outline the recommended SOP for Marriott. While I identified and corrected them while crosschecking, it took more time than I originally needed. I plan to improve my organising skill within 2 months through studying books and online videos on organising techniques. This is expected to reduce such errors in future, thus improving my overall professional efficiency. From my experience in this department, I learned that some of the skills necessary to work here are fast paced, communication, time management (each housekeeper was given a certain amount of time per room, normally 30 minutes exception on executive suite), multitasking, ability to have an eye for detail, team leading. Also, after this experience I learned that it is important to know the strength and the weakness of your team which helps in times of emergencies. In my future career as a hotelier, I will access all these transferable skills stated above. I also noticed that team leading, and team working are one of the most important skills in this department, and how when necessary team leaders and supervisors, on busy day would lead by example and clean rooms together with their housekeepers. There were also incentives given to good feedback, fastest times on cleaning a room and an extra £2.50 per room for employees of the month. The Housekeeping department had designated trainers on: Hazards, Health and Safety, Manual Handling, Fire safety, Lone Workers etc., all this was covered by an outsourcing cleaning company named Omni Facilities Management (Caterer 2023) 

Action Plan
	Actions
	How to achieve it
	Outcome
	Resources
	Assigned person
	Timeline

	Develop clear SOPs for the hotel staff
	Group development of a protocol or plan to develop SOPs.
	There will be a standardised process for each of these issues in the hotel.
	Housekeeping staff, documents of SOPs
	Housekeeping Manager
	3 months

	Develop a training program for the SOPs
	Train the staff using the training material created by managers.  
	Staff members will be able to contribute their best to the hotel's housekeeping.
	Online training, tutorial videos and presentations
	Training Manager
	3 months

	Develop customer-focused hotel services
	The staff needs to develop a service that will focus on the customer’s perspective to approach them for feedback.
	Staff will be able to achieve great customer service through the feedback system in place.
	Feedback platform, customer service team
	Housekeeping manager
	3 months


Table 1: Action Plan
Conclusion
In this report, it was found that the Cardiff Marriott hotel need a standard operating procedure to improve feedback on cleanliness. According to my experience and opinion, these issues could be solved with the solution of creating an SOP that targets these specific issues and focuses on solving the guest service issues along with cleanliness and chemical handling. It was noted that by creating the SOP, training the employee, and focusing the service on the customer’s comfort, these problems could be averted.
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