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	Introduction 
As a part of my studies in hospitality management, I just finished a two-week job experience in cleaning at the Ibis Nottingham Centre hotel. I will use Gibbs' Model of Reflection in this reflection to analyse effectively about my experiences and the lessons I have learned from this job. The cleaning employees are very important for keeping the hotel clean, making sure guests are happy, and following health and safety rules. My main duties were to clean the rooms, restock the supplies, talk to guests, and help with things like laundry and lost property. It was very helpful to learn about how the hotel business really works by doing these everyday cleaning duties. When I think about what I did, this process will help me figure out what I did well and what I need to work on. The things I learned and the skills I achieved during this job will help me as I move up in my work as a hotel manager. I want to think seriously about my cleaning job to get the most out of it and grow as a person.
Description 
As a housekeeper at the Ibis Nottingham Centre, one of my daily jobs was to clean 15 to 20 rooms during the morning shift. As part of this, they had to change the sheets on the beds, clean the bathrooms, dust the furniture, hoover the floors, take out the trash and restock the guest items. In the nights, the room service works eventually include helped with turn-down service, which meant freshening up blankets, drawing the curtains, and getting rooms ready for bed (Bardi, 2011). One important duty was to check rooms for repair problems and tell them right away. When guests asked for extra towels, blankets, or other items, I helped by giving them what they needed. To clean each room completely in the time allowed, I had to pay close attention to details, handle my time well, and be organised. Keeping cleaning tools in good shape was also important. Even though they were boring, these daily cleaning tasks helped me learn how to make sure that guests were comfortable and happy, and that the hotel met its high standards for cleanliness and service. The speed and quality of my work had a direct effect on how the guests felt.
Evaluation 
This cleaning job helped me learn a lot of skills that are useful in the hotel industry. To clean the necessary number of rooms every day, I was able to organise my time, set priorities, and do more than one thing at a time. Having conversations with friends and coworkers helped me improve my communication skills. I got good at fixing problems by taking care of any room problems right away. But sometimes it was hard for me to handle the physical duties of deep cleaning. One area that will be worked on is increasing physical endurance and learning how to avoid pain. I think my hard work, positive attitude, and focus on customer service made me good at this job. Even though the work process is repetitive, it is necessary to keep up good standards (Corgel, Sturman, and Verma, 2011). This gave me useful information about how to stay motivated. Even though it was hard at times, the skills and work ethics I learned have made me more confident about myself and ready to handle the different challenges of real-life service. This experience has shown me where I need to improve and confirmed my skills, which I can use as I look for management jobs.
Analysis 
From a cleaning point of view, this event taught me a lot about how to provide great guest service. Behind the scenes work made sure that rooms were comfortable, clean, and met high standards for customer satisfaction (Hammer, 2016). I learned that housekeeping has a real effect on the guest experience through things like responding quickly to requests, cleaning well, and making sure there are enough amenities for everyone. The front desk team was able to provide great service due to my help. This showed how different parts of a hotel are connected and works together to achieve the objectives. 
Conclusion 
The cleaning job taught me a lot from real life situations. It was related to an effective hospitality skill that requires awareness about all the needs of the guests, working well with others, and staying strong in a fast-paced setting. I learned useful things that will help me when I start working as a leader. This experience also made me want to provide great service, even for jobs that I did repeatedly. Keeping these lessons in mind will be important as I develop in my work.
Action plan 
To build on this job experience, I will look for chances to work out and improve my physical endurance. Another thing I want to do is watch cleaning managers at this hotel and others to learn how to manage people, systems, and supplies. Reading about new developments in hotel cleaning technology and eco-friendly methods will help one to develop in their work (Solomon, 2018). I will use what I have learned by keeping a positive approach, focusing on the experience of the guests, and always wanting to learn more.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear,

Your glowing review of the Ibis Nottingham Centre on TripAdvisor truly made our day! We are thrilled that you had a fantastic stay with us and were impressed by our impeccable rooms and the warm and friendly service our staff provided. It is always our goal to ensure that every guest feels welcomed and taken care of, so it is incredibly gratifying to hear that we succeeded in exceeding your expectations. We will pass on your kind words to our entire team, who work tirelessly to deliver exceptional stays to our guests. 

Best regards,

Guest Services Manager
Ibis Nottingham Centre.

Trip Advisor review used:
[image: ]
(TripAdvisor, 2024)




	Letter of complaint response 500 words +/- 1-%

	
Dear Ms. Jones,

Thank you for taking the time to let us know that your recent stay at the Ibis Nottingham Centre was not satisfactory. Please accept my earnest apologies that we did not meet your standards and that this made you unhappy with our services.
Based on what you told me, I think you stayed in room 245 for three nights, from February 20th to 23rd, 2024. In your letter, you informed about problems with how clean your room was when you checked in, noise problems at night, rude service at breakfast, and slow replies from our staff. Thank you for letting me know about these important issues.
Through our review, it looks like our cleaning team made a mistake on the day you arrived, so the room was not completely cleaned before you checked in. This is not even close to what we expect, and I am truly sorry for the trouble this has caused. As soon as we were told, our cleaning team gave the room a deep clean to make sure it met our standards for cleanliness. Please know that our entire cleaning team has reviewed the rules for checking rooms before guests check in so that similar mistakes do not happen again.
I consulted to our Security Manager about the noise you were hearing at night, and he confirmed your complaint. He also told me that maintenance work was happening overnight on those dates, which is what was making the noise. This work should have been moved to avoid making people uncomfortable. We have shared comments to make sure that any future work is done at the right times so that guests do not have to worry about noise.
I was also worried to see that you had a bad experience with our breakfast staff. Everyone on our team is trained to provide quick and helpful service, and I am truly sorry if you did not get that from us. To make things right, we will be retraining all the kitchen workers on how to be friendly and helpful. Rest guaranteed that we will stress that providing excellent service is always our top goal, even when the place is very busy.
Finally, I am sorry that the delays in answers you got from our staff caused you trouble. After checking with the Front Desk and Housekeeping teams, I found that there were problems with communication and handoffs between shifts, which is why your questions were not answered. New rules and handoff processes are being put in place to make sure that guest requests are met quickly 24 hours a day, seven days a week.
Once more, Ms. Jones, I am truly sorry for all the problems you encountered during your recent stay. We fell very far short of the high levels of service we want to provide to all our guests, every time. I have explained what we are doing right now to fix the issues that were brought up and make sure that does not happen to any other guests.
I hope we can have the chance to treat you again soon so you can trust our hotel again. I want to show my appreciation by giving you a free one-night stay that is good for a year. I hope you will take me up on it. Please do not hesitate to get in touch with me directly if I can help you book this or if you have any other questions. We appreciate all our guests' comments because it helps us make our services better. I hope the best for you and look forward to seeing you again soon.

Kind regards,

John Smith
General Manager
Ibis Nottingham Centre




Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 
	
Key Skill 1 – Customer Service Skills  


	
My recent internship in the cleaning department at the Ibis Nottingham City Centre taught me a lot about how important it is to provide great customer service in the hotel business. Housekeeping staff set the standards for the whole guest experience because they are the first people many guests see when they walk into their rooms (Williams, Woolliams, and Spiro, 2020). As a cleaner, I quickly learned that to give great customer service, I need to pay close attention to details, have understanding, be good at communicating, and be focused on finding answers.
During the service, I have learnt that detail-oriented work was important because housekeepers have a direct effect on how nice and clean a room looks, which are two big factors that affect customer satisfaction scores (Tesone, 2010). Every day, I made sure that the bathroom and bedroom were clean and had everything they needed. Even small things like clean mirrors or towels that are folded nicely can make people feel like they are being cared for. Empathy was also very important as a part of a service (Wood, 2013). I tried to put myself active for every guest and anticipate their needs by restocking facilities. Communication skills were also very important. Every day, I talked to people and dealt with their problems or wishes. Problems were solved before they turned into complaints by responding quickly, politely. Additionally, I also learned how to think creatively to solve problems that came up. When the shower in one room suddenly broke, I quickly found a safe alternative room for the guests, which is an example of how to turn a problem into a solution.
My job as a housekeeper made me realise that giving great customer service takes a lot of different skills. As I move forward, some of the most important things I have learned are to pay attention to what people want, show empathy by anticipating their needs, communicate clearly and effectively, and solve problems in creative ways. Improving these skills is very important for a hotelier because it can lead to their progress (Tewan, 2009).  This experience added to what I learned in the course and made me even more determined to provide exceptional service.

	
Key Skill 2 – Communication Skills 


	For my cleaning job at the Ibis Nottingham City Centre to be conducted effectively, I had to be able to communicate clearly. As the main person people talk to about problems with their rooms, housekeepers need to have good spoken, non-verbal, and written communication skills every day (ASET, 2013). I understood that communicating clearly and politely is important for getting along with others, fixing problems quickly, and keeping them from turning into official complaints.
This was a memorable example of how important communication is. I quickly let maintenance know by writing changes in digital logs and calling my manager directly to get help right away. During the process, I kept the affected guests informed about our progress by talking to them and leaving notes under their doors. They appreciated my constant contact.
When I think back on this job, one of the most important things I learned is how to make writing and spoken conversation fit the person and the situation (Vallen, and Vallen, 2014). I also understood how important contact between departments is for giving guests a unified experience. These lessons built on what I had learned in university about handling guests' standards in hospitality classes. This cleaning job helped me improve my speaking skills, which made me a good candidate for long-term leadership positions in the hotel industry by teaching me how to work well with guests and other teams.

	
Key Skill 3 – Organizational Skills 


	My recent job as a housekeeper taught me how important it is to be organised and solve problems quickly to keep a hotel business running smoothly. Every day, housekeepers must clean and prepare a lot of rooms, and guests can ask for anything, so they must be very good at multitasking and setting priorities without lowering the level of service. Creative thinking is also important for quickly fixing problems (Fallon, and Rutherford, 2011).
During a normal shift, tasks included setting up amenities and giving room-specific tasks to the team, as well as communicating with the front desk about real-time changes in usage. This required a lot of organisation skills to get things done (Fanthorne, 2004). I made thorough daily plans that included the rooms I was responsible for, the shared areas, and the sheets and other things that were needed. 

	
Key Skill 4 – Problem Solving Skills 


	
I quickly learned that being able to solve problems is very useful when guests' needs change all the time. One big problem happened when over 50 people checked in early without planning because they thought they booked on the wrong date. This unexpected flood left many rooms not ready for the new people who were coming (Fanthorne, 2004). While other housekeepers worked on rooms that had already been planned, I stepped up to take charge of fixing this new problem. Using quick, creative thought while under a lot of stress, I coordinated urgent cleaning resources across departments to quickly prepare extra rooms for the early guests. By quickly fixing the problem, I avoided big problems for guests who were just coming, which is an effective part of hospitality.
These useful experiences built on what I had learned in college about managing hotel operations. Improving these in-demand skills will help my short- and long-term job opportunities within the industry.







Reference List 
ASET, 2013. ASET Good Practice Guide for Work based and Placement Learning. ASET, Sheffield.
Bardi, J., 2011. Hotel Front Office Management. Wiley, London.
Corgel, JB., Sturman, MC. and Verma, R., 2011. The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice. John Wiley & Sons, Incorporated, Hoboken.
Fallon, M. and Rutherford, D., 2011. Hotel Management and Operations. Wiley, London.
Fanthorne, C., 2004. Work Placements – Survival Guide for Students. Macmillan, Basingstoke.
Hammer, J., 2016. Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon.
Johnston, R., Clark, G. and Shulver, M., 2012. Service Operations Management. Pearson, London.
Solomon, M., 2018. The Heart of Hospitality. New York: SelectBooks, Inc.
Tesone, D., 2010. Principles of management for the hospitality industry. London: Routledge.
Tewan, J., 2009. Hotel Front Office: Operations and Management. Oxford Higher Education Press.
TripAdvisor, 2024. All the positive reviews got it right. - Review of Hotel Alessandra, Florence - Tripadvisor. [online] Available at: <https://www.tripadvisor.in/ShowUserReviews-g187895-d235993-r119655562-Hotel_Alessandra-Florence_Tuscany.html>.
Vallen, G.K. and Vallen, J.J., 2014. Check-in check-out: managing hotel operations Ninth edition. Pearson new international.
Williams, K., Woolliams, M. and Spiro, J., 2020. Reflective writing. Macmillan International, Oxford.
Wood, R., 2013. Key Concepts in Hospitality Management. Sage, London.


image2.png
Perfect Loca

We stayed here for two nights with our two dogs whilst visiting our son who lives in
NG7. All staff during our stay were very friendly and helpful; nothing was a too
much trouble. The room was good; bed and shower both ok. We didn't have
breakfast as we thought £12 was a little bit expensive, as lots of places around to
eat more cheaply. Loads of pubs and restaurants in walking distance. Tram stop
just outside hotel and a Tesco next door. Car park across the road and costs £15
a day, soalittle pricy but very convenient and easy to find driving in. When
visiting Nottingham again would definitely stay here again.

Read less a

Date of stay: January 2024
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