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[bookmark: _Toc192682813][bookmark: _Toc200054951]Introduction
This reflective report explores my placement experience at The Yarrow Hotel, located in Broadstairs, Kent. Built in 1894 by Sir Alfred Yarrow, the hotel is housed in an impressive Jacobethan-style building with a rich historical background. Recently, the property was fully renovated and integrated into Broadstairs College, part of the EKC Group, becoming a unique setting where tradition blends harmoniously with modern facilities and hands-on training opportunities in the hospitality industry. The hotel features 23 rooms, 5 suites, a beauty salon, a restaurant offering locally sourced cuisine, and event spaces accommodating up to 120 guests, making it ideal for both guests and hospitality students in training (The Yarrow Hotel, n.d.).
To analyse this experience systematically, I will apply Gibbs' Reflective Cycle (1988), which consists of six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model is widely used in professional education to encourage critical reflection on real-life situations and to support learning through practical experience (Williams et al., 2023).
Practical experience in hospitality plays a vital role in the professional development of students, as it allows them to apply theoretical knowledge in real-life settings while developing key industry competencies. According to Kolb (1984), experiential learning is one of the most effective methods for professional growth, as it involves active reflection on one’s activities and continuous adaptation to the environment.
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Figure 1: Gibbs' Reflective Cycle
Source: (Williams et al., 2023).

[bookmark: _Toc199695014][bookmark: _Toc200054952]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc200054953]Description
During my placement, I frequently worked in the housekeeping department after the breakfast service, typically between 11:00 AM and 3:00 PM. On quieter days, I accompanied Sharon, the Head Housekeeper, during her daily routine. Initially, I helped her clean around five to six guest rooms each day. Later on, I assisted her in inspecting the rooms cleaned by other team members. She used a checklist that included each housekeeper’s name and their assigned rooms. Any issues such as dust, poorly made beds, unreported electrical faults, or general untidiness were noted and addressed with the team at the end of the shift (Ishaque et al., 2022).
[bookmark: _Toc200054954][bookmark: _Toc200054955]Feelings
At first, I felt unsure about my role, especially when it came to supervising others’ work, given my limited experience. However, as my confidence grew, I began to appreciate the level of detail and consistency required in housekeeping supervision. I admired the Head Housekeeper’s calm authority, her firm yet constructive feedback, and her strong commitment to quality. Her behavior reflected a participative leadership style, one that encourages collaboration, mutual respect, and shared responsibility. This approach has been shown to enhance employee engagement.
Evaluation
This experience provided valuable insight into what it means to be an effective supervisor in housekeeping. I observed how the Head Housekeeper delivered constructive criticism in a way that encouraged improvement rather than discouragement, which contributed positively to the team atmosphere. At the same time, I saw how lapses in cleanliness or maintenance could lead to service failures and potential guest dissatisfaction. The inspection process was a key preventive measure in maintaining service quality (Hidajat and Mansur, 2024).
[bookmark: _Toc200054956]Analysis
This shadowing experience illustrated the practical application of core supervisory skills such as leadership, team coordination, and attention to detail. The use of daily checklists ensured accountability and allowed the Head Housekeeper to identify recurring issues or training needs. Academically, this aligns with Fallon and Rutherford’s (2020) emphasis on the importance of operational standards and supervision in consistently delivering quality service. Additionally, Herzberg’s two-factor theory is applicable in this context: effective supervision and recognition (motivator factors) enhanced staff performance, while cleanliness and maintenance (hygiene factors) contributed to guest satisfaction (Yesiltas & Gunay, 2020).
[bookmark: _Toc200054957]Conclusion
Following this placement, I gained a deeper understanding of the essential role that supervision plays in guest service operations. The experience helped me realise that technical skills must be complemented by interpersonal competencies such as communication, empathy, and leadership. I also learned that quality standards in housekeeping go beyond surface-level cleanliness, they involve setting and maintaining criteria that reflect the hotel’s reputation and core values.
[bookmark: _Toc200054958]Action Plan
Based on my observations, one area of improvement for the hotel could be the introduction of brief, daily team meetings before each housekeeping shift. These short sessions could be used to review priorities, address any guest feedback, and reinforce quality standards. I would also suggest implementing a digital checklist system instead of paper-based ones, to streamline room inspections and make reporting easier and more transparent. As a student, I believe involving trainees more actively in quality monitoring could also benefit the team, by encouraging responsibility and offering practical learning opportunities (Mchigani et al. 2019).
[bookmark: _Toc200054959]Section 2: Analysis of Management Performance and Guest Service
One of the most effective technical practices observed within the housekeeping department was the use of checklists for room inspections. These checklists serve as essential tools for quality control, contributing to the standardisation of cleanliness and the prevention of inconsistencies (Giovanni et al., 2022). Housekeeping activities begin immediately after guest check-out, involving an inspection of the room, cleaning according to hotel standards, and replenishing supplies, tasks that have a direct impact on the new guest’s first impression (Giovanni et al., 2022).
The role of the housekeeping supervisor extends beyond technical knowledge because it also requires the ability to assess risks, communicate expectations clearly, and ensure the maintenance of a hygienic and welcoming environment. The leadership style I observed encouraged constructive feedback, focused on improvement and accountability. This approach aligns with modern principles of quality management and professional development (Giovanni et al., 2022).
Moreover, I noticed that interdepartmental communication was essential. For instance, issues such as faulty lighting or unreported maintenance problems were promptly passed on to the relevant departments. This collaboration ensured guest comfort and minimised potential dissatisfaction. Such communication reflects the findings of Giovanni et al. (2022), who emphasise the importance of cross-departmental cooperation in the hospitality industry.
[bookmark: _Hlk200055606][bookmark: _Toc200054960]Section 3: Reflection on Guest Service Experience and Solutions
This experience emphasised the importance of flexibility and operational preparedness, particularly in departments such as housekeeping, which, although not guest-facing, play a significant role in shaping the overall guest experience (De Lourdes & Hadi, 2025). When a guest reported an unpleasant smell in their room, the Head Housekeeper responded swiftly, investigated the issue, and arranged for the guest to be moved. This demonstrated effective decision-making and reinforced the hotel’s commitment to service quality.
These insights are supported by Mchigani et al. (2019), who found that housekeeping service quality, particularly cleanliness, professionalism, and timely service has a direct impact on guest satisfaction. Their research suggests that even minor improvements in service, such as meeting guest expectations and maintaining hygiene standards, can significantly enhance the guest experience.
Consistent service practices and swift issue resolution are therefore vital not only for guest satisfaction but also for maintaining the hotel’s reputation. Introducing preventative measures such as regular room checks could help identify and resolve potential problems before they impact guests (Mchigani et al., 2019).
[bookmark: _Toc200054961]Conclusion and Action Plan
My placement in the housekeeping department at The Yarrow Hotel has been invaluable for developing both my technical and interpersonal skills. It provided me with real-world insights into the operational and managerial responsibilities required in this role. Shadowing the supervisor allowed me to observe how team performance directly affects room quality and guest satisfaction.
Looking forward, I plan to further develop my supervisory skills through continuous professional development, focusing on areas such as quality assurance, leadership, and communication. I would also like to participate in further training related to hotel housekeeping standards and staff management, in order to build confidence in managing service teams and maintaining high operational standards.
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