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Overview of the Housekeeping Department
During my placement at the Marriott Cardiff Hotel, I gained firsthand experience in the housekeeping department, which is critical in maintaining the hotel’s cleanliness, organisation, and overall guest comfort. The department ensures that public areas are well-maintained and guest rooms are cleaned to high standards. Supervisors, like the one I observed, oversee these tasks and ensure that the team follows strict cleanliness guidelines to enhance the overall guest experience.

Model of Reflection Used
For this reflection, I will use Kolb's Experiential Learning Cycle, which involves four stages: experiencing, reflecting, thinking, and acting. This ideal model allows me to reflect on my placement, analyse what I learned, and plan ways to apply this knowledge. (Morris, 2018)

Placement Learning Objectives
Understanding the role of a supervisor in housekeeping: I wanted to learn about the day-to-day responsibilities of a supervisor in this department.
Developing practical skills and technical knowledge: My goal was to gain insight into the skills needed to meet and exceed guest service standards.
Building communication, teamwork, and task management skills: I aimed to strengthen my interpersonal and management abilities so that I could contribute effectively to housekeeping operations.
Analysing and resolving organisational issues: I wanted to identify challenges within the department and suggest solutions to improve guest services.

Reflection on Experience and Personal Development
During my placement in the housekeeping department, I supported the supervisor in coordinating staff and addressing guest needs. I observed the importance of clear communication, particularly when prioritising urgent tasks, reinforcing the value of responsiveness for guest satisfaction. (SiteMinder, 2024) Teamwork and delegation were vital to maintaining high standards. I learned how cooperation ensures efficiency in a fast-paced environment by assisting with room cleaning and public areas. I also gained insight into time management as the supervisor balanced priorities, demonstrating the importance of organisation and delegation to meet service expectations effectively. (Myers, 2007)

Critical Analysis of Work-Based Skills and Technical Knowledge
In the housekeeping department, meeting guest service standards requires technical knowledge and work-based skills. (Baum, 2006) The supervisor I worked with displayed a strong understanding of cleaning techniques, tools, and industry standards, which ensured that guest rooms and public areas were maintained to the highest level of cleanliness. For example, I discovered how crucial it is to prevent cross-contamination using colour-coded cleaning cloths. (Crosbie, 2022 ) 
The supervisor demonstrated her extensive knowledge of hygiene procedures and how employing the appropriate equipment and supplies keeps the hotel hygienic and safe for visitors. A successful housekeeping supervisor must have strong problem-solving skills. (John E. Jarvis, 2017) 
For instance, even after cleaning, there was still an odour in one of the rooms; the supervisor determined that the cause was a problem with the air conditioner. They worked with maintenance to swiftly fix the issue and ensure the accommodation was again ready for guests. This experience taught me the value of being meticulous and fast-thinking when resolving problems before they get out of hand.

Reflection on Organisational Issues
During my placement, a guest complained about room cleanliness. The supervisor quickly resolved it by having the room cleaned again. While effective, this highlighted an opportunity for improvement through a double-check system to ensure rooms are spotless before check-in, reducing complaints and boosting guest satisfaction.

Herzberg's Two-Factor Theory suggests motivating staff with recognition and responsibility can help maintain high standards. Regular feedback, better scheduling, and "green cleaning" initiatives could enhance guest satisfaction and align with sustainability efforts, benefiting the hotel's reputation. (Alshmemri & Maude, 2017)

Future Action Plan
From my experience at the Marriott Cardiff Hotel, I identified areas for improvement to enhance my hospitality management skills. To ensure my action plan is SMART, I will set specific, measurable, achievable, relevant goals with clear timeframes 
· Developing Communication Skills
The individual plans to enhance communication skills by attending a team leadership workshop and actively listening to guest concerns. They aim to improve their ability to provide clear instructions and address misunderstandings.
Effective communication is crucial for managing housekeeping staff, ensuring tasks are completed correctly, and promptly addressing guest needs. (Brymer, 1991)
I aim to complete at least 3 workshops within 3 months and see a measurable improvement in my communication effectiveness (based on team feedback) by the end of 6 months. I will focus on clear, concise communication  during team briefings and ask for confirmation to ensure everyone understands their duties. After 3 months, I will seek feedback from my team to measure improvement
· Strengthening Teamwork
I will improve teamwork by participating in monthly team-building exercises and facilitating at least two such exercises for the housekeeping staff. Success will be measured by increased cooperation within the team, as reflected in team feedback and an improvement in meeting departmental targets. (Oliveira, 2015) I will organise two team-building exercises over the next three months and actively encourage collaboration during daily briefings. 
Teamwork is essential in housekeeping to ensure tasks are completed efficiently, and the team can handle high-pressure situations like full bookings or urgent guest requests. (Neethling, 2015) I will facilitate two team-building sessions within 3 months to improve team efficiency and collaboration, as observed by meeting housekeeping deadlines. I will implement a rotational system where team members help each other with new assignments. This will foster a more cohesive work environment and teach the team to adapt to new abilities. After three months, I will monitor performance indicators and staff comments to assess the outcomes.

· Improving Task Management
I will enhance my task management skills by learning and implementing software like Trello or Asana to prioritise and monitor housekeeping tasks. Success will be measured by improvements in meeting deadlines for room cleaning and staff task completion, as tracked in the software. I will introduce the software to the housekeeping department within the next month and train the team on its use. Over the following two months, I will track the progress of tasks and deadlines.
Efficient task management is critical in housekeeping, especially when dealing with high occupancy and tight turnover schedules. Effective use of task management software will ensure that tasks are prioritised and completed on time. (Oyarzun, 2024) After introducing the task management software, I will monitor room cleaning schedules and assign priorities for check-ins, ensuring that emergency rooms are cleaned first. I’ll assess improvement and adjust the process by tracking time spent on tasks.
· Boosting Technical Knowledge
I plan to enhance my technical knowledge by enrolling in industry-specific cleaning procedures, equipment handling, and hygiene standards courses. I aim to complete three courses in six months and apply new techniques immediately in daily housekeeping operations. Progress will be tracked through improved cleaning standards and feedback from supervisors and guests. I will complete one course every two months and implement at least two new practices, such as eco-friendly cleaning methods, to reduce chemical use while maintaining high standards. Success will be measured through guest feedback and environmental impact reports.
This action plan, grounded in specific, measurable, and achievable goals, will ensure continuous improvement in communication, teamwork, and task management, preparing me for leadership roles in hospitality management.
Conclusion
My placement at the Marriott Cardiff Hotel has given me valuable insight into the importance of technical knowledge, practical skills, and personal development in achieving guest service excellence. Reflecting on my experience has enhanced my understanding of how effective communication, teamwork, task management, and attention to detail contribute to maintaining high standards in housekeeping.
Addressing organisational challenges like guest complaints requires proactive measures such as continuous training and quality control processes. With these skills and experiences, I am confident I can positively impact guest service operations as I continue to grow in the hospitality industry.
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