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The following learning log is based on my experience in the housekeeping department at Delta by Marriott Worsley Park County Club Hotel and points out the importance of on-job abilities and proficiency in satisfying guest service standards. I was able to identify areas for personal and professional development, as well as create an action plan for future growth. Added to that, I identified a guest service situation and provided different solutions based on practical aspects and concepts of theory.
For my hotel placement, I was assigned to the Housekeeping Department at the Delta Hotel, where I worked as a housekeeper. The Delta by Marriott Worsley Park County Club Hotel in Manchester relies, as any accommodation, on the Housekeeping Department to maintain cleanliness and hygiene standards, to guarantee satisfaction for customers. As a housekeeper, my responsibilities included cleaning guest rooms, as well as common areas, restocking amenities, and creating a pleasant and welcoming environment for guests. (Hayes, D.K et al. 2017).
I consider the Housekeeping Department at the Delta by Marriott Worsley Park County Club Hotel in Manchester to be the most important of its services. The department has a dedicated group of approximately 35 employees. As a placement student, I appreciate that I've been given the opportunity to see the team's coordinated efforts to provide high standards of service.
For this learning log, I applied Gibbs' Reflective Cycle, which consists of six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This method helps organize the reflections on various situations and find opportunities for development. (Markkanen, P., et al., 2020)
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During my placement, my main goals were to gain practical experience and expertise in every aspect of housekeeping procedures within the environment of the hospitality industry. One major objective was to involve myself in the different activities and responsibilities that come with cleaning and getting direct abilities in properly carrying out everyday tasks.
More importantly, I intended to learn the importance of meticulous attention to detail in maintaining the superior cleanliness and hygiene standards associated with prominent hospitality establishments. This required not just doing jobs with accuracy, but also understanding the fundamental reasons for maintaining such standards in order to guarantee guest satisfaction as well as security. 
In addition, another of my major learning objectives was to improve my communication and cooperation abilities through teamwork with coworkers and supervisors. By taking an active role in team-based tasks while upholding clear and effective communication channels, I attempted to create an inclusive and positive work atmosphere suitable for achieving collective objectives and goals. Along with that, I worked hard to improve my time management skills, realizing how important they are in meeting and exceeding client service demands. I intended to maximize productivity without compromising service quality, therefore improving every aspect of the customer experience by applying effective time management and prioritization strategies.
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As a housekeeper, I was responsible for cleaning guest rooms, resupplying amenities, and assisting with laundry. Each day came with new and interesting situations, such as managing a large number of rooms during peak hours and completing complete cleaning while staying within strict time limitations.
Initially, I was overwhelmed by the rapid delivery of work and the necessary attention to detail. However, as I developed confidence and familiarity with the chores, I began to feel more competent and capable of carrying out my responsibilities.
Working in the housekeeping department taught me about hotel operations and the need to keep high cleaning standards. It also stressed the importance of transparent communication and teamwork for providing uninterrupted service and client comfort.
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Attention to detail is an essential skill for achieving performance in the housekeeping department. From carefully making beds to properly cleaning bathrooms, every detail contributes to the overall satisfaction of guests. More than that, effective communication with colleagues and superiors is critical for scheduling tasks and addressing any issues or challenges that may appear.
Working in the housekeeping department has taught me about the diverse aspects of hospitality operations. It has highlighted the significance of professionalism, diligence, and teamwork in providing great guest service.
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After my experience in an intense environment like housekeeping, I'm aware of the value of effective time management. I intend to apply everything that I learnt during my placement to organize work and increase productivity.
 During my placement, communicating efficiently was fundamental for collaborating with staff members and accomplishing the expectations of guests. I plan to continue growing by looking out for opportunities to further improve my verbal and nonverbal communication skills. (Tankovic, Kapeš and Benazić, 2022)
On top of that, for the duration of my placement, I appreciated the suggestions I received from my supervisors as well as my coworkers. It allowed me to improve. In the future, I want to use it as a tool for ongoing improvement. (Chen, T.J. and Wu, C.M., 2020)
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During my placement, I encountered a guest service issue that allowed me the opportunity to prove my problem solving and service recovery abilities. The incident occurred when a guest contacted the front desk and complained about the cleanliness of their allocated room. Despite our best efforts to maintain high cleanliness standards, the guest was dissatisfied with the room's condition, pointing out particular areas that failed to meet their expectations.
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I responded immediately with regard to the guest's complaint, knowing how important it was to address their concerns as soon as possible and efficiently. As a first step, I notified my supervisor of the situation right away, so that we might resolve it efficiently together. We went on to perform a full inspection of the guest's room, thoroughly examining each area to detect any overlooked details or cleanliness issues.
After identifying the areas of concern, we took proactive steps to fix the problem and restore the guest's trust in our facility. We apologised to the customer for the inconvenience, acknowledged their dissatisfaction, and assured them that their issues were being treated seriously. We followed the process of having the room re-cleaned to the greatest standards, making sure that every detail had been properly taken care of to match the customer's expectations. Aside from addressing the condition of the room issue, we knew the importance of going beyond what was expected in order to ameliorate any discomfort they may have had. (Ramkissoon, H., 2017). As a gesture of gratitude for their patience, we offered the guest a complimentary upgrade to a better room. This was intended not just to compensate for any inconvenience caused, but also to demonstrate our dedication to providing great service and guaranteeing satisfaction for our customers.
Altogether, our proactive attitude to addressing the guest's concerns, as well as our ability to take prompt action to fix the matter, demonstrated our dedication to providing exceptional service. (Irani et al., 2023)
I was able to successfully turn a challenging situation into an opportunity to display my commitment to delivering exceptional guest service through effective communication, cooperation, and quick problem-solving abilities.
I'm convinced that the decision made was the correct one for that particular circumstance, but a more proactive approach could include the use of tools such as the Plan-Do-Check-Act (PDCA) cycle. This implies that one potential solution could be to build a complete quality control process in which selected staff members thoroughly inspect rooms prior to customer check-in. By early detecting issues, we can address them immediately, and make sure guests show up to perfectly clean rooms. (Sun, G. 2013).
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