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Introduction
As I embarked on my placement journey at Rossington Hall Hotel, I consciously adopted the Gibbs Reflective Cycle as a guiding framework to navigate and distil my experiences within the housekeeping department. This model, renowned for its systematic approach to reflection, enabled me to delve deeper into the nuances of guest service operations and critically analyse the development of my skills and knowledge in this domain.
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Gibbs ‘Reflective Cycle, from Gibbs, G. (1988).


Upon stepping into the realm of housekeeping, I sought to unravel the intricacies of managing cleanliness and presentation within the hospitality context. Through the lens of the Gibbs Reflective Cycle, I embarked on a journey of self-discovery and professional growth, aiming to glean insights that transcend mere observation and extend into meaningful reflection and analysis.
Learning Objectives:
My learning objectives within the housekeeping department were crystallized with clarity:
Gain practical experience in overseeing housekeeping operations.
Develop skills in managing housekeeping staff and resources efficiently.
Understand the paramount importance of cleanliness and presentation in enhancing guest satisfaction and fostering loyalty.
Acquire technical knowledge and skills necessary to navigate guest service challenges, such as using hotel management software and handling reservations effectively. (Anderson, 2018).
Section 1: Reflection on Experience and Personal Development:
My journey within the housekeeping department at Rossington Hall Hotel has been transformative, shaping my understanding of work-based skills, technical knowledge, and personal development in the context of guest service operations. Using the Gibbs Reflective Model, this section will explore key experiences and insights gained during my tenure in housekeeping.
Description of Housekeeping Experience:
As I entered the housekeeping department, I was greeted by a whirlwind of activity, with team members bustling about to ensure every guest room was immaculately prepared. One experience stands out: a challenging day where the housekeeping team faced an unexpected shortage of cleaning supplies. Despite the setback, we rallied together, improvising with available resources to maintain our high standards of cleanliness. This experience highlighted the importance of adaptability and teamwork in overcoming unforeseen obstacles.
Feelings: Initially, I felt overwhelmed by the pace and demands of the housekeeping environment. However, as I settled into my role, a sense of camaraderie and purpose emerged. Collaborating with fellow team members to achieve common goals fostered a sense of belonging and fulfilment, reinforcing my commitment to delivering exceptional service to our guests.
Evaluation: Reflecting on my experiences, I recognize the pivotal role of effective communication in ensuring seamless operations within the housekeeping department. Clear communication channels facilitated the delegation of tasks and enabled us to address guest requests promptly and efficiently. Moreover, my technical knowledge of housekeeping procedures and equipment was continually enriched through hands-on experience and guidance from experienced colleagues.
Analysis: Using the Gibbs Reflective Model, I analysed how each stage of the experience contributed to my personal and vocational development. The process of reflection enabled me to identify areas for improvement, such as refining my time management skills to optimize productivity during busy periods. Additionally, I gained a deeper appreciation for the interconnectedness of work-based skills and technical knowledge in delivering exceptional guest service.
Conclusion: In conclusion, my experience in the housekeeping department at Rossington Hall Hotel has been invaluable, shaping my understanding of work-based skills, technical knowledge, and personal development within the hospitality industry. By embracing challenges, fostering teamwork, and continually refining my skills, I am confident in my ability to contribute positively to guest service operations and pursue a fulfilling career in hospitality. (Brown & Smith, 2019).

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Within the context of the housekeeping department at Rossington Hall Hotel, this section will critically analyse the importance of work-based skills and technical knowledge in meeting guest housekeeping expectations. By applying the Gibbs Reflective Model, specific work-based skills and technical knowledge encountered during the housekeeping experience will be explored, along with their relevance to guest service standards.
Description: In the housekeeping department, mastery of work-based skills and technical knowledge is paramount to meeting guest housekeeping expectations. From room cleanliness to attention to detail, every aspect of housekeeping operations contributes to the overall guest experience. Reflecting on my experiences, I have identified several key work-based skills and technical knowledge areas crucial for ensuring guest satisfaction.
Feelings: Initially, I felt a sense of apprehension as I navigated the intricacies of housekeeping tasks. However, with guidance from experienced colleagues and hands-on experience, my confidence grew, and I began to appreciate the significance of honing work-based skills and technical knowledge in delivering exceptional guest service.
Evaluation: The critical analysis of work-based skills and technical knowledge revealed their indispensable role in meeting guest housekeeping expectations. Effective communication emerged as a foundational skill, enabling seamless coordination between team members, and facilitating the timely completion of tasks. For example, clear communication during room inspections ensured that cleanliness standards were consistently met, enhancing the overall guest experience.
Moreover, attention to detail emerged as a hallmark of excellence in housekeeping operations. Mastery of technical knowledge, such as proper cleaning techniques and use of equipment, was essential for achieving meticulous results. For instance, understanding the specific cleaning requirements for different surfaces and materials enabled us to maintain the pristine condition of guest rooms, elevating guest satisfaction levels. (Carter, 2017).
Analysis: Applying the Gibbs Reflective Model, I analysed how each stage of the housekeeping experience contributed to the development and refinement of work-based skills and technical knowledge. The process of reflection enabled me to identify areas for improvement, such as enhancing my proficiency in specialized cleaning techniques or refining my communication skills to ensure clarity and precision in task delegation.
Conclusion: In conclusion, the critical analysis of work-based skills and technical knowledge underscores their pivotal role in meeting guest housekeeping expectations. By continuously refining these skills and expanding technical knowledge, housekeeping professionals can uphold the highest standards of cleanliness and service, thereby enhancing guest satisfaction and loyalty.
Section 3: Reflection on Organisational Issues
Reflecting on my overall experience at Rossington Hall Hotel, I encountered several organizational issues that provided valuable insights into the complexities of guest service operations. Utilizing the Gibbs Reflective Model, I will delve into one situation concerning guest service and discuss its impact on the department's performance, guest service, and overall operations. Additionally, I will suggest possible solutions to address the issue based on practical considerations and relevant theories.
Description: During my placement, one notable organizational issue I encountered was a breakdown in communication between the housekeeping and front desk departments. This issue became evident when a guest arrived at the front desk to check into their room, only to find that it had not been cleaned and prepared for their arrival. The guest expressed frustration and disappointment, highlighting the immediate impact of the issue on guest satisfaction and the hotel's reputation.
Feelings: Witnessing the guest's frustration and disappointment elicited a range of emotions within me, including empathy for the guest's predicament and concern about the potential repercussions for the hotel's reputation. Additionally, I felt a sense of urgency to address the underlying organizational issue and prevent similar incidents from occurring in the future.
Evaluation: The breakdown in communication between the housekeeping and front desk departments significantly impacted the department's performance, guest service, and overall operations. From a performance standpoint, the failure to coordinate room cleaning and preparation resulted in delays and inefficiencies, leading to guest dissatisfaction and negative reviews. Moreover, the issue strained interdepartmental relationships and undermined teamwork and collaboration, essential elements for delivering seamless guest experiences.
From a guest service perspective, the incident tarnished the hotel's reputation and eroded guest trust and loyalty. The guest's negative experience not only affected their perception of the hotel but also had the potential to deter future bookings and word-of-mouth recommendations. Furthermore, the incident highlighted systemic flaws in the hotel's operations, indicating the need for proactive measures to address underlying communication challenges and improve service delivery.
Analysis: Analysing the organizational issue through the lens of the Gibbs Reflective Model, I recognized the importance of effective communication, teamwork, and problem-solving in mitigating such challenges. The breakdown in communication between departments underscored the need for clear channels of communication and robust systems for coordinating tasks and responsibilities.
Conclusion: In conclusion, the organizational issue I encountered highlighted the critical role of communication and collaboration in delivering exceptional guest service. By addressing underlying communication challenges and fostering a culture of teamwork and accountability, hotels can enhance service delivery and uphold guest satisfaction. Drawing on relevant theories such as organizational communication models and teamwork frameworks, practical solutions can be implemented to mitigate similar issues in the future and ensure seamless operations. (Franklin & Robinson, 2019).

Section 4: Future Action Plan
Drawing upon the insights gained from my experience in housekeeping service operations at Rossington Hall Hotel and utilizing the Gibbs Reflective Model, this section will outline a future action plan aimed at enhancing work-based skills, technical knowledge, communication, teamwork, task management, personal skills, and guest services. The action plan will consider alignment with personal and vocational development goals and contributions to professional growth within the industry.
Description: Reflecting on my experiences in the housekeeping department, I have identified areas for improvement and growth. Moving forward, I aim to develop a comprehensive action plan that addresses these areas and fosters continuous improvement in my professional practice.
Feelings: As I embark on formulating this action plan, I feel a sense of excitement and determination. The opportunity to refine my skills and enhance my capabilities fills me with enthusiasm, knowing that it will not only benefit my own development but also contribute to the overall success of the housekeeping department and the guest experience.
Evaluation: Through reflection and analysis, I have identified several key areas for improvement:
1. Work-Based Skills and Technical Knowledge: Enhance proficiency in specialized cleaning techniques and equipment operation through additional training and certification programs.
2. Communication: Improve clarity and effectiveness of communication within the housekeeping team by implementing regular team meetings and utilizing communication tools such as task management software.
3. Teamwork: Foster a culture of collaboration and mutual support within the housekeeping team through team-building activities and cross-training initiatives.
4. Task Management: Implement time management strategies such as prioritization techniques and daily task lists to optimize productivity and ensure timely completion of tasks.
5. Personal Skills: Develop resilience and adaptability through exposure to diverse challenges and opportunities for growth within the housekeeping department.
6. Guest Services: Enhance guest satisfaction by anticipating guest needs and preferences, proactively addressing issues, and seeking feedback for continuous improvement. (Lewis, 2019).
Analysis: Using the Gibbs Reflective Model, I analysed the significance of each area identified for improvement and its potential impact on my professional growth and development. By taking proactive steps to address these areas, I aim to elevate my performance and contribute positively to the overall success of the housekeeping department.
Conclusion: In conclusion, the future action plan outlined above represents a proactive approach to personal and professional development within the housekeeping service operations. By aligning with personal and vocational development goals and leveraging insights gained from reflection and analysis, I am confident in my ability to enhance work-based skills, technical knowledge, communication, teamwork, task management, personal skills, and guest services, thereby advancing my career in the hospitality industry. (Patel & Williams, 2017).
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