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[bookmark: _Toc214024204]Introduction
The present reflective learning log is based on the current placement in the Ibis Hotel Northampton Centre, targeting the housekeeping department. During my placement, I have been working closely with a variety of team such as the Housekeeping Manager,  Joana, and members of the housekeeping team, Cristina, Zina and others.
My professional development has been assisted by these colleagues through mentoring, experience, and motivation in my attempt to work my way through the complexities of the hospitality industry. Thus, to specify the findings of this reflection, I will apply Kolb Reflective Cycle to prove my experiences, the skills that I have acquired, and the theoretical knowledge I have use in my present position. The model promoted by Kolb has four levels of Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation (Morris, 2020). It will be used as a framework to evaluate my improvement since the Level 4 placement to my employment.
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Figure 1: Kolb’s reflective model
(Source: Mcleod, 2025)
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[bookmark: _Toc214024206]Concrete Experience
Level 6 placement at Ibis Hotel Northampton Centre has provided me with a rare experience to work in the housekeeping department, something I had not had enough practical experience of in my Level 4 placement. Being around a housekeeping manager, I realised that this position is associated with various duties, such as maintaining the cleanliness of rooms, responding to complaints of guests, and adhering to high health and safety standards, alongside with meetings, trainings and other tasks (Mangco and Andales, 2023). Among the most interesting moments was the stress of ensuring that rooms were ready and clean within a short period of time. Housekeeping employees at Ibis Northampton Centre, employed by WGC have a significantly rigorous process of cleaning the rooms within the first 17.5 minutes, which forced me to take care of my time management and accuracy. It is important to mention that the hotel has a contract with some companies that send guests at a special rate, some guests are sent from the Council to provide temporary accommodation, and the quality of rooms is much affected by their lifestyle. Many rooms need deep cleaning or even refurbishment as some guests have no respect. 
The other important experience was the interaction with the guests in order to handle their complaints or problems. One of the cases was where I was being formed part of in responding to a complaint about the room cleanliness. This was rather comparable to my Level 4 experience with customer service that demanded a more immediate and hands-on approach in the housekeeping process and involved swift response and closer dialogue with the guests (Bhatnagar and Nim, 2019). I was to answer the complaints of the noise level in rooms, which involved liaising with the Front Office department and housekeeping department to make sure that guests are transferred or provided with a solution.
[bookmark: _Toc214024207]Reflective Observation
Considering these experiences, I have realised that the differences between my Level 4 placement, where I was involved in customer service and front desk responsibilities, and my current role in housekeeping are considerable. 
The key issue at Ibis Hotel Northampton Centre is time management and multi-tasking, where the satisfaction of guests and room cleaning requirements are so high. The housekeeping department needs to care about details, proper handling of chemicals, linen and being able to work under pressure (Jayanti, 2023). The practical experience has also enabled me to value the complex nature of tasks which would not have been much at all before on my Level 4 placement. Besides these, a manager is there for the team in cases as sickness, meetings, trainings, lost items and other major incidents.
My Level 4 placement presented me with theoretical knowledge of the hospitality operations, in dealing with customer complaints and efficiently serving them; however, I was not exposed to the technical and operational aspects of hotel management. This practical housekeeping experience enabled me to see how highly task management, teamwork, and leadership are important in ensuring a well-maintained hotel. I also realised that pressure work, although difficult, brought personal development, and I now believe that I have higher capabilities of dealing with high-pressure.
[bookmark: _Toc214024208]Abstract Conceptualisation
When analysing my experiences, I find myself associating much of my learning with theories and principles I learned throughout my academic modules, especially Hospitality Management and Customer Experience Management. 
The Guest Experience Process Model which highlights the need to go above and beyond the expectations of the guests to create loyalty, is one of the significant concepts I used within the framework of this placement (Paredes, 2025). When I was in the housekeeping service, I realised that the neutrality and looks of the room directly influence the satisfaction of the guests, which is in line with the model claim that the quality of the guest experience has a significant effect on their opinion of the hotel. This was reflected in response to guest complaints on issues related to do with cleanliness, whereby responding promptly and in a courteous manner helped solve the problems and keep the guest satisfied. 
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Figure 2: Service Recovery Paradox
(Source: Willott, 2019).
Furthermore, my level of response to guests' complaints was intimately shaped by the Theory of Service Recovery Paradox, which I learned in my Level 4 modules. This theory implies that appropriately managed service downfalls result in guest satisfaction to a greater extent in case the process of service failure resolution is timely and satisfactory (Willott, 2019). This was well illustrated when a guest complained that their room was not clean, and I managed to find a way of changing their room and giving a free drink, which increased their satisfaction with their experience with the hotel. The aptitude to use these theories in practice helped me in reinforcing my viewpoint of the application of academic concepts to workable solutions of the hospitality industry.
[bookmark: _Toc214024209]Active Experimentation
In the future, I would like to further expand my skills acquired during the course of my placement. My capacity to deal with various tasks at the same time and still stay attentive to detail is one of the areas where I need to improve. 
For example of the fact that I was allowed to lead small groups of housekeeping employees to clean rooms, and I will test some different styles of leadership to forecast the team highly efficiently, without reducing the quality of the work. I hope to keep on improving my time management habits and come to know about the functioning of the housekeeping business like inventory management and the control of cleaning chemicals. 
Similarly, implementing lean management practices is essential to enhance the efficiency of housekeeping (Mendis, 2025). I believe that I can contribute to the department by improving its productivity by determining and removing waste in cleaning processes. It is an undertaking that I will explore in the rest of my stay at the hotel in an effort to achieve better team performance and client satisfaction.
[bookmark: _Toc214024210]Conclusion and Development Plan
In summary, the experience I have gained in the process of being placed in the Ibis Hotel Northampton Centre has been critical as I have been able to close the theory and practice gap. Kolb Reflective Cycle has helped me to understand my professional development since my Level 4 placement to what I am doing now. I have expanded my skills in working with customers, I have acquired new technical talents in housekeeping, and I have learned how to put theories into practice.
In the future, my two primary development objectives will be to work on my leadership and management roles in a team and to research new possibilities to optimise operations by means of processes. Hence, by maintaining the application of the academic principles and theories, I believe that one day I will be able to serve the hospitality industry even more efficiently.
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