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Introduction 
I was placed as a housekeeper in the Highcliff Marriott Bournemouth Hotel in England to manage guest service operations. The objectives of the placement included finding a reliable, disciplined, punctual, trustworthy housekeeper, a dedicated person who can maintain cleanliness and sanitization to upkeep facilities as well as rooms. The objectives also included skilful preparation of rooms for guests, monitoring grounds regarding general repairing, and overseeing laundry. Moreover, energetic, positive, and comfortable working was required with the least supervision. According to the learning log, I wanted to improve my knowledge regarding the managerial functions of housekeeping, evaluation of technical work related to housekeeping, and customer satisfaction and safety of housekeeping. 
[bookmark: _Toc149938590]Discussion
I can apply Gibbs' reflective cycle to understand my experience as a housekeeper and evaluate it to form an action plan to overcome my weaknesses to emerge as professionally, a better housekeeper to maintain “guest service operations”. The six steps namely description, feelings, evaluation, analysis, conclusion, and action plan of Gibbs’ reflective cycle can help me effectively identify my issues to create an action plan to solve them (Williams, Woolliams and Spiro 2020).
[bookmark: _Toc149938591]Description
During my placement at Highcliff Marriott, I encountered a guest who was throwing trash in several places all over the world along with his room. I was sent to clean his room and when I requested him to throw the trash in the trash bin, he pushed me to the ground. I could not control my emotions and I yelled back which infuriated the guest who then complained about me to the housekeeping manager. I felt extremely nervous when I was summoned to the manager’s office and I was scolded as well for my behaviour whereas the guest did not face any consequences. However, I noticed during my service at the hotel that the housekeeping manager lacked communication skills as he did not try to communicate with the guests as well as me and other housekeepers when the incident took place. I also noticed a lack of communication is a major people management issue for the hotel and its staff. 
[bookmark: _Toc149938592]Feelings
I felt that I could manage the situation if I had more emotional intelligence and the manager or other authorities communicated about the guest’s behaviour beforehand. According to the “trait model” of emotional intelligence, people have specific emotional traits and self-perceptions that create their personalities (Kanesan and Fauzan 2019). These traits and perceptions can be self-identified by the person instead of scientific measurement. Therefore, my behaviour towards the guest could have been improved if I had an idea about his specific emotional traits such as anger and physical violence. Moreover, the rage and nervousness that I felt could also be controlled with greater emotional intelligence which I lacked. 
[bookmark: _Toc149938593]Evaluation
I evaluated from my experience at the hotel that the housekeeping manager of Marriott needed improvement in his people management skills so that he could manage the guests and his staff effectively. Moreover, I also realized that I needed to improve my emotional intelligence to handle guests with different self-perceptions and traits at hotels. On the other hand, I realized that I experienced the realistic stage of vocational development by facing a real incident that pointed out my weaknesses so that I could overcome those weaknesses. Moreover, I also learned that poor communication practiced by a manager can lead to the formation of an unpredictable work atmosphere that lacks stability (Pandey 2020). Employees can feel low morale, fail to fulfil the manager’s expectations, and can easily fall behind while conducting a project due to poor communication practiced by managerial figures (Kalogiannidis 2020). I also figured out that I need improvement regarding emotional intelligence which can increase my situation-analyzing ability as a student through my experience to improve my overall academic performance. 
[bookmark: _Toc149938594]Analysis
From my experience, I analyzed that emotional intelligence and communication are essential for managing people in a large organization such as Highcliff Marriott Hotel or Bournemouth. Emotional intelligence can help individuals establish improved interpersonal relationships, collaboration, and communication which ultimately results in firmer teamwork and a higher trust level (Kwon, Jang and Lee 2019). On the other hand, I also realized that the housekeeping manager of the hotel needs to improve his communication skills and I need to improve my emotional intelligence to be able to become professionally fit and more effective. According to Völker, Blal and Mortillaro (2023), housekeeping involves knowledge, behavioural scripts, versatile execution, greater emotional and interpersonal intelligence, and competencies required by housekeepers. That is why I need to develop my emotional intelligence further. Moreover, emotional intelligence can improve interactions with guests and peers which is a crucial element to succeed in the hospitality field. 
[bookmark: _Toc149938595]Conclusion
It can be concluded that I faced a tough experience during my placement at the Highcliff Marriott Hotel as a housekeeper because of my low emotional intelligence and nervousness. Moreover, poor people management skills due to poor communication skills of the hotel’s housekeeping manager also contributed to my unpleasant experience with a guest. Because of the experience, I came to know that I need to improve my emotional intelligence. I also understood that the hotel’s housekeeping manager needs to increase his existing communication skills to encourage better teamwork and higher employee morale. Moreover, I realized that greater emotional intelligence can help me to improve my overall professionalism and performance in the hospitality industry. Therefore, I need to develop an effective action plan to increase my emotional intelligence whereas, in my recommendation to the hotel, the housekeeping manager needs to polish his communication skills. 
[bookmark: _Toc149938596]Action plan
I can start following an assertive communication style to become more emotionally intelligent. I can also start meditation to control my anger or emotional outbursts in tough situations such as the mentioned situation with the guest. Meditating can help restrict an individual from making impulsive decisions (Zollars, Poirier and Pailden 2019). I can build active listening skills as well by listening to people before giving an opinion to increase emotional intelligence. Moreover, I need to maintain self-awareness and a positive attitude to be emotionally intelligent. 4 months will be sufficient for me to accomplish these objectives. I can opt for exercising and meditating to control and lower my nervousness within 3 months. 
On the other hand, the housekeeping manager of the hotel needs to start collecting feedback from his staff so that he can properly communicate with his staff and understand their concerns. He also needs to be receptive to collected feedback to help staff feel valued in the organization. Moreover, being receptive to feedback can also help staff to build high employee morale (Nur et al. 2021). The manager can also start personalizing communication by encouraging one-to-one communication to help staff to open up. He can use 4 months to fulfil these goals. 
[bookmark: _Toc149938597]Conclusion
It can be summarised that emotional intelligence and people management are necessary to make housekeeping successful. I learned from my experience that I need betterment in my emotional intelligence and the housekeeping manager of the mentioned hotel needs to improve his communication skills to improve the management of people. Gibbs’ reflective cycle helped me to identify my issues and to find solutions to the identified issues. My academic knowledge can be improved through emotional intelligence and I can achieve development as well through increased emotional intelligence. Moreover, emotional intelligence can polish my housekeeping activities as well. On the other hand, the housekeeping manager can increase his communication skills to improve teamwork, employee morale, and overall performance of his staff to avoid unpleasant incidents involving the guests and staff. 
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