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Brief Overview of the Housekeeping Department
The housekeeping department is a cornerstone in Novotel's operations, dedicated to maintaining the cleanliness, method, and overall ambiance of guest rooms and public areas. The primary responsibilities of housekeeping staff include cleaning rooms, changing linens, restocking supplies, managing laundry, and addressing minor maintenance issues. The department ensures that guests enjoy a clean, comfortable, and welcoming environment, which is crucial for guest satisfaction and the hotel's reputation. A well-run housekeeping department operates efficiently, maintains high standards of cleanliness, and promptly addresses any issues or guest requests (Zeithaml, Bitner and Gremler, 2018).
Reference to Kolb Model of Reflection
The Kolb Model of Reflection, or the Experiential Learning Cycle, provides a structured approach to learning from experiences. It consists of four stages:
1. Concrete Experience: Engaging in an activity or task.
2. Reflective Observation: Reflecting on what happened during the experience.
3. Abstract Conceptualization: Developing theories or ideas based on the reflections.
4. Active Experimentation: Applying new ideas or strategies to future situations.
Using this model helps in critically analysing experiences, understanding their impact, and planning future actions based on the insights gained (Kolb, 1984).
Student’s Placement Learning Objectives within the Department
1. Develop Practical Housekeeping Skills: Gain hands-on experience in daily housekeeping operations, including cleaning techniques and supply management. Knowledge of effective cleaning methods for various surfaces, materials, and fixtures. This includes dusting, vacuuming, mopping, polishing, and sanitizing different areas such as guest rooms, bathrooms, corridors, and public spaces. Ability to set up guest rooms according to standard procedures, including making beds, arranging furniture, restocking amenities, and ensuring overall tidiness. Understanding laundry procedures, such as sorting, washing, drying, folding, and storing linens and towels. 
2. Understand Operational Standards: Learn and adhere to the standards and protocols necessary for maintaining cleanliness and orderliness. Operational standards define the expected level of cleanliness and presentation for guest rooms and public areas. This may involve criteria such as spotless surfaces, fresh linens, neatly arranged furniture, replenished amenities, and overall tidiness. 
3. Enhance Communication Skills: Improve communication with both team members and guests to ensure smooth operations and high guest satisfaction. Practice clear and concise communication by using simple language, avoiding jargon, and expressing ideas or instructions in a straightforward manner. This reduces the risk of misunderstandings and ensures that information is communicated effectively. Learn and practice effective conflict resolution skills to address disagreements or misunderstandings constructively. 
4. Problem-Solving and Decision-Making: Learn to effectively handle guest complaints and operational issues. Identify lessons learned, successes, and areas for improvement to enhance future problem-solving efforts. Provide training and development opportunities focused on problem-solving and decision-making skills for housekeeping staff. Further, ask staff to clearly identify and define the problem or issue at hand. This involves gathering relevant information, analysing the root causes of the problem, and understanding its impact on guests and operations.
5. Gain Leadership Insights: Observe and understand the responsibilities and challenges faced by a housekeeping supervisor. Lead by example and demonstrate leadership qualities in your daily interactions with colleagues and guests. Display integrity, professionalism, and a positive attitude in all your actions. Be proactive, reliable, and accountable for your work, and inspire others to do the same. Learn to empower and delegate tasks effectively to members of your team. 
Critical Reflection Using Kolb’s Model
1. Concrete Experience During my placement, I shadowed the housekeeping supervisor and participated in various tasks, including room inspections, coordinating staff schedules, and managing guest requests. I observed the supervisor's approach to maintaining high standards and handling various challenges. 
2. Reflective Observation Reflecting on these experiences, I noticed the supervisor's meticulous attention to detail and active time management. The capability to prioritize tasks and handle unexpected issues, such as last-minute guest requests or room changes, was crucial. Communication played a vital role in coordinating with staff and other departments, ensuring seamless operations.
3. Abstract Conceptualization This experience underscored the importance of strong leadership and communication skills in maintaining high standards of guest service. Leadership theories, such as transformational leadership, were evident in the supervisor’s ability to motivate and inspire the team (Bass and Riggio, 2006). Additionally, teamwork and collaboration were critical, as every team member's role was essential in achieving overall success (Yukl, 2013).
4. Active Experimentation Moving forward, I plan to enhance my leadership skills by taking on more responsibilities in team settings and seeking feedback on my performance. I will also focus on improving my communication skills, particularly in providing clear instructions and constructive feedback. Moreover, I aim to develop better problem-solving strategies by anticipating potential issues and preparing proactive solutions.
Reflection on a Specific Situation
Situation: Guest Complaint about Room Cleanliness
During my placement, a guest complained about the cleanliness of their room, citing dust and an unclean bathroom. The supervisor addressed the situation by apologizing sincerely, relocating the guest to a clean room immediately, and offering a complimentary service as a goodwill gesture. The supervisor's response to the complaint demonstrated exemplary customer service and professionalism. By apologizing sincerely, acknowledging the guest's concerns, and taking immediate action to rectify the situation, the supervisor showed empathy and a commitment to guest satisfaction. 
Possible Alternative Solutions
1. Enhanced Inspection Protocols: Implement more rigorous room inspections to prevent such issues.
2. Training Programs: Regularly train staff on cleaning standards and protocols to ensure consistency (Blanchard and Thacker, 2010).
3. Guest Feedback System: Establish a system for guests to provide feedback on room cleanliness, allowing for immediate action.
Utilizing the Service Recovery which suggests that effectively resolving a complaint can result in higher customer satisfaction than if no issue had occurred (Goodman and Ward, 1999), the alternative solutions aim to not only resolve the issue but enhance overall guest satisfaction and trust in the hotel’s service quality.
Future Action Plan Based on Experience in the Department
1. Skill Development: Continue to develop technical skills related to housekeeping operations. A keen eye for detail to spot and address cleanliness issues, stains, damages, or maintenance needs promptly. Attention to detail ensures that guest rooms and public areas meet high cleanliness standards and create a positive impression on guests.
2. Leadership Training: Enrol in leadership and management courses to enhance supervisory capabilities. Seek out mentors or supervisors who can provide guidance, support, and advice on leadership development. 
3. Communication Improvement: Engage in workshops and activities aimed at improving communication skills.. This ensures that messages are understood correctly and helps build rapport with colleagues and guests.
4. Feedback Utilization: Actively seek and utilize feedback from supervisors and peers to improve performance. Acknowledge your strengths and leverage them to excel in your role, while also identifying specific areas where you can enhance your skills or performance.
5. Guest Service Focus: Develop strategies to anticipate guest needs and enhance service delivery. Adopt a guest-centric approach in all interactions and activities within the housekeeping department. Prioritize guest needs, preferences, and comfort in decision-making processes and service delivery. 
In conclusion, the experience within the housekeeping department has been invaluable, providing a profound insight into the critical role that cleanliness, attention to detail, and guest service play in the success of a hospitality establishment. Through shadowing a supervisory position and actively participating in various tasks I have seen how the housekeeping department should be managed and what are the most important pillars of the operation.
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