
Hotel Placement - Operating Hotel Facilities
~ BMIH5011~



Module Lead/ Tutor : Lisa-Marie Bassler




Student name: Simona-Marilena Patrascu
Student id:2123259

Table of Contents
Part 1: Reflective Writing Using Gibbs' Model	3
Part 2: Hotel Mentor Feedback	8
Part 3: Academic Tutor Feedback	14
Part 4: Reflection on Feedback	17
Introduction	17
1. Understanding the Feedback	17
2. Impact of the Feedback	18
3. Action Steps for Growth	18
Conclusion	19
Part 5: Placement Presentation Summary	20
Part 6: Q&A	26
Reference List	27



[bookmark: _Toc197697742]Part 1: Reflective Writing Using Gibbs' Model
Introduction 
I am using Gibbs’ Reflective Cycle to reflect on my internship experience in the Operating Hotel Facilities (OHF) department  of Leonardo Hotels. This reflection seeks to elaborate how I acquired important skills including room cleaning proficiency, proper time management when under pressure, and managing guest needs, despite the hurdles of lacking support and a tiring workload. These skills gave me confidence and increased passion for a hospitality career. By comparing my experience with industry research and theoretical frameworks, I will write about the development and my dedication to enhancing the hospitality sector. This reflection highlights my housekeeping successes and states on the way to apply my learning to establish a supportive fair workplace. I want to use these skills to do well and make hospitality a better environment for all.
Description 
While I was interning, I worked in housekeeping and cleaned 12-15 guest rooms each day to ensure a tight check-in schedule. Vacuuming of carpets, sanitization of the bathrooms, bed linens changes, replenishment of the towels, soaps and the tissues were my assignments. I answered guest requests, including extra blankets and a minor hair touch-up for guests with thinning hair, while making sure that the hotel follows strict hygiene rules. I learned how to work with cleaning tools, such as mops and vacuums, and disinfectants, and usually I was figuring things out on my own. My manager at the hotel expected that I will be working for a full 8-hour shift without pay, covering absent staff while receiving no training. When I started this experience, I thought that I would go through a thorough onboarding process that I studied about at university and that I will have the opportunity to shadow existing employees to learn how to do this job better, learn tips and tricks and gain real life advice from them. The fact that I experienced a lack of training and support, the fact that when my shift was going, the manager let the other employees and treated me like a full-time employee made me feel a little bit exploited and it was not how I envisioned this experience. Although these were challenges, I was able to focus on maintaining rooms’ squeaky clean and guest satisfaction, thus developing useful housekeeping skills, which I am proud to continue to use.
Feelings 
When I started my internship, I was excited to know how to make clean, welcoming rooms for guests. I imagined myself serving a keen eye on cleaning techniques, sanitizing bathrooms to perfection with the help of an amenable team. I was nervous, not knowing if I was using disinfectants properly or cleaning every corner correctly, without training. Lack of time to prepare 12–15 rooms every day was stressful, and my hands trembled as I rushed to check-in times. But when visitors smiled upon a perfectly clean room or said thanks for additional towels, I was thrilled, as if I had made their day. The extended hours and expectations of the manager from me as an intern made me worry and question the managerial skills of those from whom I was supposed to learn on how a good manager in a hospitality setting be. Even though I acknowledge these challenges, and I do not minimise the impact they had on me during the internship,  they inspired me even further to continue learning and getting better. Even though there was less support than I wished, it did not demotivate me and I remained determined to get better and became excited at the prospect of using my skills to shine in the hospitality line. I was sure that these experiences would enable to make a real difference in creating warm, welcoming spaces for guests.
Evaluation 
This internship was a giant leap in my advancement. I became skilled at cleaning rooms quickly while keeping them flawless, which brought guests joy. I learned to manage my time, prioritizing tasks like bed-making or sanitizing to meet tight deadlines, showing I could excel in housekeeping. Responding to guest requests, like extra pillows, with a smile became natural, proving my guest service skills. Using tools like vacuums, mops, and sanitizers felt easy by the end, highlighting my adaptability. The challenges were tough no training made starting tricky, and long unpaid shifts left me tired. Research shows many hospitality workers face similar issues, like poor training, which can make jobs harder (Jayanti, 2023). But the positives shone brighter. I built confidence and strong skills that are perfect for my career. My ability to keep going, keep rooms spotless, and make guests happy, even under pressure, excites me. I am proud of how I grew and eager to use my skills to create amazing guest experiences. These lessons make me ready to take on bigger roles in hospitality, where I can lead and inspire others to deliver great service. 
Analysis 
My housekeeping experience-built skills that match what the hospitality industry needs, supported by research and theories. Keeping rooms spotless takes efficiency and care, and I mastered this by preparing 12–15 rooms daily to high standards, ensuring every detail was perfect. I learned to prioritize tasks, like sanitizing bathrooms before vacuuming, to meet check-in schedules, a technique that boosts operational success (Jones, 2008). For example, I would start with high-touch areas to ensure hygiene, then move to linens, saving time. Herzberg’s Two-Factor Theory explains that my motivation to clean rooms and the guest smiles gave me a sense of achievement, keeping me driven even with little support (Tesone, 2010). Studies show poor training is common in hospitality, pushing workers to leave (Shrestha and Shrestha, 2024). But I taught myself to use mops, vacuums, and disinfectants effectively, showing I am resilient and quick to learn. Social Exchange Theory fits perfectly when guests thanked me or left kind notes, I felt valued, which made me put in extra effort (Meira and Hancer, 2021). Staying calm in a poor working environment took emotional strength, a key skill for hospitality workers who must always smile through tough moments (Sharma, 2019). These skills like cleaning efficiently, managing time, serving guests are my foundation for a strong career. They will help me thrive in housekeeping roles, lead teams with kindness, and create spaces where guests feel at home. My ability to adapt and grow, even in a challenging setting, prepares me to tackle future roles and improve how hospitality supports its workers.
Conclusion 
Housekeeping taught me invaluable lessons that shape my future in hospitality. I learned to clean rooms to exacting standards, manage time under pressure, and respond to guest needs with care, all core skills for facilities management. Despite little training, I mastered cleaning tools like disinfectants and vacuums, building confidence in my abilities. Challenges, like long shifts or a difficult guest moment, evaluated me, but I stayed professional and grew stronger. Research highlights that issues like poor support are common and drive turnover in hospitality (Shrestha and Shrestha, 2024). Yet, I turned these challenges into opportunities, proving I could succeed. I am proud of my hard work and excited to use my skills to create memorable guest experiences. This experience sparked a passion to be a hospitality leader who supports others, ensuring no one feels unsupported like I did. I am eager to apply my learning to build a career that makes hospitality fairer, more welcoming, and focused on great service.
Action Plan 
To grow my housekeeping skills and contribute to hospitality, I will follow these steps:
1. Advance Housekeeping Knowledge: I will enrol in Institute of Hospitality courses to deepen my understanding of cleaning techniques and safety protocols, like proper chemical use, to enhance my skills (Institute of Hospitality, n.d.).
2. Strengthen Time Management: I will practice task planning daily, using tools like schedules to clean rooms faster and manage busy shifts, building on my experience (Jayanti, 2023).
3. Seek Supportive Workplaces: I will research hotels with strong training programs and fair policies to grow in a positive environment, as recommended for better engagement (Tavitiyaman et al., 2022).
4. Enhance Guest Interaction: I will take communication workshops to stay calm and friendly with guests, improving their experience and my service skills (Sharma, 2019).
5. Promote Fair Practices: I will share my story to advocate for better intern support, working to create a hospitality industry where everyone thrives (Alreahi et al., 2022). These steps will ensure I use my housekeeping skills cleaning, time management, guest service to excel and lead, making hospitality a better place for workers and guests alike.
Conclusion 
Gibbs’ Reflective Cycle helped me see my growth in housekeeping. I learned to clean rooms perfectly, manage time under pressure, and make guests happy, even with challenges like limited training. These skills, supported by research, prepare me for a strong hospitality career. Issues like poor support are common and push workers away, but I proved I am resilient. I am excited to use my cleaning, time management, and guest service skills to be a leader who creates fair, supportive workplaces. This internship was tough, but it built my confidence and passion to improve hospitality. I am ready to apply my learning to make the industry welcoming and focused on great service, turning this experience into a foundation for a meaningful career.
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Part 4: Reflection on Feedback
[bookmark: _Toc197697746]Introduction 
This reflection reviews feedback from my hotel mentor and academic tutor during my placement in the Operating Hotel Facilities department. Their comments praise my strengths, like following protocols and managing time well, and suggest I build confidence and independence. Reflecting on this shows my skills in Operating Hotel Facilities and how to improve. It helps me see what I am good at and what to work on to succeed in hospitality. By planning steps to grow, I aim to create great guest experiences and fair workplaces. This reflection links my feedback to industry ideas, inspiring me to become a hospitality leader who supports staff and guests.
[bookmark: _Toc197697747]1. Understanding the Feedback 
My hotel mentor at the hotel placement said I followed cleanliness protocols well and showed good mindfulness in my work. They noted I maintained hygiene standards and was receptive to guidance, showing an understanding of the importance of a clean and organized work environment. They also said I managed my time well and showed a responsible approach to completing tasks. I stayed focused during my shifts and ensured duties were conducted in a timely manner, with growing independence. They added I was polite and approachable with guests, responding to requests with a positive attitude, but with continued experience, I will build more confidence in anticipating guest needs and handling more complex inquiries independently. My academic tutor said I showed an appropriate approach to time management during the placement and attended all scheduled shifts as agreed. They noted I maintained a generally respectful and professional attitude, followed workplace expectations, and adhered to requests promptly, demonstrating my willingness to follow industry standards. However, they said my enthusiasm and engagement appeared to fluctuate, and I tended to seek direction from others, with potential for growth in taking a more independent approach to problem-solving. My academic tutor commended my time management, as I attended all shifts and meetings on time, and my professional behavior, such as following hygiene rules. He noted, though, that I could be more flexible with my schedule to gain more operational experience and show more initiative in solving problems instead of relying on others for guidance. Both mentors saw my professionalism and eagerness to learn as strengths, but they agreed I need to work on confidence and independence. The hotel mentor focused on practical tasks, like guest interactions, while the tutor emphasized broader skills, like taking charge in challenging situations.

[bookmark: _Toc197697748]2. Impact of the Feedback 
The feedback taught me my operational strengths in Operating Hotel Facilities and altered the way of my reasoning regarding my work. I am proud that I applied cleanliness protocols well and had good attention to detail which has kept the work environment clean and organized. This knowledge makes me feel that I can produce nice environments for guests because I had a good hygiene standard and was opened to guidance. The feedback concerning the way of managing my time as well as the ability to complete the tasks in time on the increasing independence did help me a lot to gain more confidence. Being nice to guests, being polite, being approachable, answering the guest’s demands positively, informed me that I can bring the guest happiness. The comment about a need for more confidence in predicting guest needs was sensible, I occasionally entertained guest demands with my fingers crossed. The tutor’s remark on fluctuating enthusiasm and the need for direction clicked too and once I waited for guidance rather than taking a standby myself. This is a lesson that I learnt that being proactive ensures smooth operation (Tesone, 2010). The feedback motivated me to feel that I could lead. Such skills of mine as time management and standards preservation are strong yet I must walk tall and produce solutions on my own. This makes me desperate to grow up and make guests happy every single day.
[bookmark: _Toc197697749]3. Action Steps for Growth 
To address the feedback, I will take clear steps. First, I will join an Institute of Hospitality course to learn better ways to maintain hygiene standards and follow protocols, so I can work faster and more confidently (Institute of Hospitality, n.d.). Second, I will practice guest communication by role-playing with friends, responding to requests positively, so I can anticipate guest needs with ease (Sharma, 2019). Third, to build independence, I will do exercises solving operational problems on my own, preparing me for busy shifts. Fourth, I will take a time management workshop to plan tasks better, ensuring I complete duties quickly even under pressure. Finally, I will seek internships with strong training programs to practice Operating Hotel Facilities skills in a supportive setting, helping me grow without stress (Tavitiyaman et al., 2022). These steps will make me more confident, proactive, and able to increase guest experience. These skills will benefit me in terms of leadership of teams and smooth running of operations, and I also have a fair working place where I will take care of my staff unlike some placement difficulties.
[bookmark: _Toc197697750]Conclusion 
Reflecting on my mentor and tutor’s feedback for Operating Hotel Facilities showed my strengths, like following protocols and managing time, and areas to improve, like confidence and independence. This taught me to act fast and keep guests happy. I am excited to take steps like learning protocols and practicing communication to grow. These skills will help me create great guest experiences and succeed in hospitality. The feedback fuels my passion to be a hotel manager who ensures fairness and support. I am ready to use my skills to make hospitality welcoming and build a career that makes a real difference for guests and staff.
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Notes: Nevertheless, in face of a lot of challenges, for instance, dealing with mistreatment and no support, I kept up my momentum in learning, growing my skills and getting a sense of what the operational reality in the hospitality industry is (Thompson et al., 2021). By going through this experience, I have solidified that I would like to be a responsible leader that takes the health of their staff and the ethics behind work settings very seriously.
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Notes: Role and Key Responsibilities:
I was also expected to support food preparation and event setup during large events, with very little supervision.
Challenges Faced:
On multiple occasions, I was left alone to manage operations when others were sent home. Additionally, I encountered mistreatment from both guests and management. For example, during a major event, a guest verbally mistreated me, and the manager did not intervene or support me, which significantly affected my morale.
Skills Developed:
I learned to adapt quickly, manage difficult guests professionally, and maintain composure during stressful service periods. This resilience will benefit me in future roles where quick thinking and professionalism are essential.
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Notes: Role and Exposure:
I also had several conversations with the front office manager about administrative procedures and the hotel’s operating systems.
Challenges Faced:
Although I was not given login access to booking systems, I was able to understand the workflow by watching and asking questions.
Skills Developed:
Observing the administrative process also gave me a better understanding of front office coordination, room allocation, and guest records management.
Key Learning:
It also highlighted the need for cross-departmental communication between F&B, housekeeping, and front office for a seamless guest experience (Hayes, 2014).
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Notes: Challenges Faced:
The work was physically demanding, especially during busy days when I had to clean multiple rooms without sufficient breaks or rotation. The lack of team cohesion also made it harder to seek support or guidance from permanent staff.
Skills Developed:
I developed time management skills, mindfulness, and an appreciation for how cleanliness standards impact guest satisfaction. I also gained empathy for frontline housekeeping staff, whose efforts often go unnoticed despite being essential to hotel operations.
Key Learning:
A clean and well-maintained room significantly shapes guest perception, highlighting the importance of teamwork, communication, and appreciation across departments (Dwyer, 2023).
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Notes: But I now know, first hand, just how critical ethical leadership and honest communication is to staff retention, morale, and guest satisfaction.

[image: ]
Notes: Established, I am eager to carry these lessons forward, in any future placement, and in my professional roles to be a part of creating a more inclusive and respectful culture in the hospitality sector.
[image: ]
Notes: 
Thompson, M.N., Perez-Chavez, J. and Fetter, A. (2021). Internship experiences among college students attending an HBC: A longitudinal grounded theory exploration. Journal of Career Assessment, 29(4), pp.589–607.
Xenia, L. and Kyaw, A.K. (2024). The effect of marketing mixes on customer satisfaction and loyalty of Sunshine Princess Hotel in Yangon. Unpublished manuscript.
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Interaction with guests and handling special requests: Did the student show professionalism
‘when dealing with guest requests or complaints?

Simona was polite and approachable with guests, responding to requests with a
positive attitude. With continued experience, she will build more confidence in
anticipating guest needs and handiing more complex enquiries independently.

Overall Feedback: Please provide specific feedback on the student’s performance in the
Housekeeping, Maintenance, Meeting/Events or Leisure club departments as relevant.

Simona made a positive contribution to the Food and Beverage team during her
placement. She approached her role with enthusiasm, professionalism, and a clear
willingness to lean. She engaged well with guests and showed a developing
understanding of the menu, allergens, and service standards. Simona followed
cleanliness protocols, paid attention to detail, and managed her time effectively,
completing tasks in a timely and organised manner. She also demonstrated an
awareness of the importance of speed and efiiciency during service, delivering food
and drinks promptly. While she showed potential in guest interaction and basic
upselling techniques, with more confidence and experience, she will continue to grow
in these areas. Overall, Simona has shown herself to be a capable and motivated
team member with strong potential for further development in hospitality.
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Summary of Observations Based on Skills Matrix

“This section consolidates feedback from operational departments provided in previous sections,
focusing on the student's skill development over the 12-week placement.

Skills Matrix

Please use the descriptors of competence across the skill areas below to inform your evaluation
of the student's performance during their placement.
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Please add a

in the relevant box below

Unstitacton

sotstacon

VeryGood

“Time Management, Behaviours
and Attendance

achieve goals. Complete required
hours.

X

Communication
Use speech, writing, non-verbal
methods  and technology  to
exchange information effectively.

Team Working
Build effective working
relationships and collaborate with
others.

Personal Enterprise
Use problem-solving to improve
performance and work processes.

Employabiiity
Would you consider employing
them within one of your hotel
departments
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Professional Mentor Statement

How has the student contributed to your team and organisational goals? Please refer to the
feedback provided above to offer the student a comprehensive and constructive evaluation that
Supports their reflection and personal development.

Simona has made a valuable contribution to both the Food and Beverage department
‘and Reception during her time at the hotel. In Food and Beverage, she demonstrated
a strong willingness to leam, showed good attention to detail, and was always eager
to assist guests. Her ability to deliver food and drinks promptly, along with her growing
knowledge of the menu and allergens, helped support the team. However, with more
‘experience, she can further develop her upselling techniques, efficiency under
pressure, and confidence in guest interaction.

polite and professional approach. She showed a solid understanding of the basics
‘and was quick to leam new systems. To further develop, she will need more time at
the front desk to work independently and gain confidence in handiing more complex
‘guest situations and using the hotel systems effectively.

Overall, Simona is a positive, eager leamer with a good atttude, and with continued
‘support and hands-on experience, she will further improve her skills in both
departments. Her contribution has been appreciated, and she has great potential for
growth in hospitality.

By signing below, | agree that the feedback provided s a true and reflective overview of the
Student's placement at the Hotel.

Full Name: Piotr Kraterski
Position in the Hotel: Restaurant and Bar Manager / Duty Manager

Date: 08.04.2025
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Tutor Feedback

Student Name: Simona-Marilena Patrascu

Student ID: 2123259

Time Management

Simona showed an appropriate approach to time management during the placement.
They attended all scheduled shifts as agreed, and when circumstances arose that
required a shift to be cancelled due to personal reasons, they demonstrated
responsibilty by promptly informing both the hotel and tutor.

Simona also attended all scheduled one-to-one meetings with the tutor, arriving on
time and demonstrating a commitment to their development and the learning process.

There is an opportunity for growth in terms of overall commitment, particularty when it
‘comes to availability during key operational hours. While personal commitments are
understandably a factor, a bit more flexibility in availability would have provided
valuable exposure to the daily operations, enriching the overall learning experience. In
future professional settings, finding a better balance between personal obligations and
work demands will be essential, especially in dynamic environments like hospitality,
‘Where adaptability and being present during peak times are crucial for success.

A more proactive approach to managing their schedule and seeking opportunities to
‘engage more fully with the placement would help Simona maximise the benefits of the
experience.

Communication

Simona demonstrated professionalism throughout the placement and consistently
‘engaged with both hotel staff and the tutor. While their communication was generally
functional, there were opportunities to enhance professionalism and clarity,
particularty in written communication.

Verbal communication was generally respectful and appropriate in tone, which helped
maintain a positive baseline of interaction. In conversations with staff and peers, the
student remained polite and receptive, creating a sense of approachability.

Developing greater confidence in both written and verbal communication will be
essential as Simona transitions into future professional environments. Strengthening
these skills will not only improve day-to-day interactions but will also help Simona
build stronger working relationships and convey a more professional presence overall.
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Behaviour

Simona maintained a generally respectful and professional attitude throughout the
placement, and they interacted courteously with both staff and peers. Their conduct
was appropriate, and they followed workplace expectations, which helped them
establish a positive foundation in the placement environment. When asked to remove
fake nails, Simona adhered to the request promptly, demonstrating their willingness to
follow industry standards and maintain a professional appearance in line with hygiene
and safety expectations.

There were moments when Simona’s enthusiasm and engagement appeared to
fluctuate. While they were willing to collaborate when prompted, there was potential
for them to take a more active role in contributing to the team and participating in the
day-to-day operations. With a bit more initiative and curiosity, the student could make
the most of the learning opportunities available and deepen their involvement in the
placement experience.

Interms of reliability, Simona met their core responsibilities and was dependable.

By adopting a more proactive and invested approach, seeking out opportunities to
assist and showing greater initiative, Simona can build confidence, make a stronger
impression and become more fully integrated into the team, standing out positively in
professional settings.

Problem-Solving.

When faced with challenges during the placement, Simona made a genuine effort to
manage them and responded appropriately when support was available. They
demonstrated a positive willingness to seek guidance, reflecting self-awareness and a
desire to improve. While they tended to seek direction from others, there is potential
for growth in taking a more independent approach to problem-solving in the future.

While it is completely natural for students to need support in new environments,
developing stronger problem-solving skills and a more proactive mindset would greatly
benefit Simona as they continue to grow professionally. Demonstrating initiative - such
s exploring options before seeking help, or suggesting solutions - will help them build
resilience and confidence in their abilities.

With time, experience and encouragement, Simona has the potential o become more
selt-directed in their approach. Continuing to reflect on challenges and viewing them
85 opportunities to take ownership and leam will help Simona strengthen this
important professional skl set.

2/Page





image9.png
Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler
Date: 24" April 2025
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OFFICE, AND HOTEL OPERATIONS
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INTRODUCTION

This presentation outlines my internship experience across
three core areas of hotel operations: Food and Beverage
(F&B), Hotel Administration and Front Office (HAFO), and
Operating Hotel Facilities (OHF). The aim is to present the
key responsibilities, challenges, and learning outcomes
associated with each area, highlighting how these experiences
contributed to my professional development.
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Key Responsibilities of F&B Executive
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FOOD AND

BEVERAGE (F&B)
DEPARTMENT

Role and Key Responsibilities:

For F&B department, my duties involved the setting up of

dining areas, taking guest orders, delivering food, and clearing
the tables.

Challenges Faced:

One of the biggest challenges was the lack of training. | was
expected to perform full-time staff duties without guidance,
resulting in stress and confusion, especially during peak
service hours (Newman et al., 2022).

Skills Developed:

Despite the difficulties, | developed strong customer
service skills, multitasking abilities, and problem-solving
strategies under pressure

Key Learning:

This role exposed me to the harsh realities of some
hospitality work environments and emphasized the
importance of ethical leadership and structured support for
junior staff (UKHospitality, 2023).
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           FOOD AND BEVERAGE (F&B) DEPARTMENT      Role and Key Responsibilities : For F&B department, my duties involved the setting up of dining areas, taking guest orders, delivering food, and clearing the tables . Challenges Faced : One of the biggest challenges was the lack of training . I was expected to perform full - time staff duties without guidance, resulting in stress and confusion, especially during peak service hours (Newman et al . , 2022 ) . Skills Developed : Despite the difficulties, I developed strong customer service skills, multitasking abilities, and problem - solving strategies under pressure Key Learning : This role exposed me to the harsh realities of some hospitality work environments and emphasized the importance of ethical leadership and structured support for junior staff ( UKHospitality , 2023 ) .
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HOTEL
ADMINISTRATION

AND FRONT OFFICE
(HAFO)

Role and Exposure:

My time at the reception desk involved assisting with guest check-
ins and check-outs, answering queries, and observing how
booking systems were managed (Forman and Udvaros,2023).

Challenges Faced:

Due to inconsistent scheduling and staff shortages, | had limited
structured opportunities to shadow experienced front desk staff. |
had to rely heavily on observation and self-motivation to learn.

Skills Developed:

From this experience, | improved my communication and
interpersonal skills. | learned how to greet and handle guests
professionally, manage minor complaints, and support front-desk
tasks with a calm demeanor.

Key Learning:

The experience made me realize the importance of guest-first
communication, and how critical the front office is to shaping
first impressions (XENIA and KYAW2024).
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     HOTEL ADMINISTRATION AND FRONT OFFICE (HAFO)  Role and Exposure : My time at the reception desk involved assisting with guest check - ins and check - outs , answering queries, and observing how booking systems were managed (Forman and Udvaros, 2023 ) . Challenges Faced : Due to inconsistent scheduling and staff shortages, I had limited structured opportunities to shadow experienced front desk staff . I had to rely heavily on observation and self - motivation to learn . Skills Developed : From this experience, I improved my communication and interpersonal skills . I learned how to greet and handle guests professionally, manage minor complaints, and support front - desk tasks with a calm demeanor . Key Learning : The experience made me realize the importance of guest - first communication , and how critical the front office is to shaping first impressions (XENIA and KYAW, 2024 ) .
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OPERATING HOTEL
FACILITIES (OHF)
HOUSEKEEPING

Role and Tasks

In the housekeeping department, | worked alongside full-
time staff and was assigned duties such as cleaning rooms,
changing bed linens, restocking amenities, and
preparing rooms for guest arrival.

Challenges Faced:

Similar to the F&B department, | was expected to perform
full-time housekeeping duties without prior training.

Skills Developed:

Working in housekeeping gave me a practical understanding
of back-of-house operations (Mosikatsana, 2022).

Key Learning:

Housekeeping is often undervalued but is critical to the
overall guest experience.
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                OPERATING HOTEL FACILITIES (OHF) – HOUSEKEEPING Role and Tasks : In the housekeeping department, I worked alongside full - time staff and was assigned duties such as cleaning rooms, changing bed linens, restocking amenities , and preparing rooms for guest arrival . Challenges Faced : Similar to the F&B department, I was expected to perform full - time housekeeping duties without prior training . Skills Developed : Working in housekeeping gave me a practical understanding of back - of - house operations ( Mosikatsana , 2022 ) . Key Learning : Housekeeping is often undervalued but is critical to the overall guest experience .
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OVERALL REFLECTION
AND INTERCONNECTED
THEMES

Across all three departments —F&B, HAFO, and
OHF—I learned that each unit must work in

sync to deliver excellent customer service
(Rachman and Hapsari, 2024).

However, proper management support and
training were not administered to enable full
effective collaboration, but this has also shown
the systemic gaps in treatment between
workforce and hospitality.

This experience reaffirmed my commitment to
becoming a hospitality professional focused on
team wellbeing, structured onboarding and
interdepartmental cooperation.

L2 8 8 & ¢
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           OVERALL REFLECTION AND INTERCONNECTED THEMES Across all three departments — F&B, HAFO, and OHF — I learned that each unit must work in sync to deliver excellent customer service (Rachman and Hapsari , 2024). However , proper management support and training were not administered to enable full effective collaboration, but this has also shown the systemic gaps in treatment between workforce and hospitality. This experience reaffirmed my commitment to becoming a hospitality professional focused on team wellbeing, structured onboarding and interdepartmental cooperation.     
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CONCLUSION AND CAREER PREPARATION

Although my placement was a
challenging one, | came out
with a more skillful set,
clearer career goals, and
more knowledge of the true
reality of the industry.

| picked up how to work on
my own, how to be
professional when interacting
with guests and how to get
things done properly under
pressure.

Most importantly, this
experience reaffirmed my
desire to be an agent of
change within the industry:
for positive work
environments, for fair
treatment of interns and for
the investment in staff
development.
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     CONCLUSION AND CAREER PREPARATION                Although my placement was a challenging one, I came out with a more skillful set, clearer career goals, and more knowledge of the true reality of the industry.          I picked up how to work on my own, how to be professional when interacting with guests and how to get things done properly under pressure.      Most importantly, this experience reaffirmed my desire to be an agent of change within the industry: for positive work environments , for fair treatment of interns and for the investment in staff development .
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Hospitality and Hotel Management: Hotel Feedback

“This form may be shared with other team members, and multiple submissions per student are
allowed f needed.

The feedback provided wil be shared with the student to support their reflection process. We
encourage detailed, constructive, and forward-focused feedback to help students enhance
specific skl areas, preparing them for future placements and workplace environments.

Student Information
Student Name and Number: 2123259

Simona-Marilena Patrascu

Hotel Information
Placement Hotel name: Leonardo Hotel Cardiff

Placement Hours
Did the Student complete the required hours of 16h per week? Yes & / No C1

1f you answered NO, please add the reason here:

N/A
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Operating Hotel Facilities: Housekeeping, Maintenance, Events, Le

Club
Please provide detailed feedback based on the student's experience in these areas. (Include one
or more departments as relevant)

Cleanliness and/or attention to detail: Did the student follow cleaning protocols and maintain

high attention to detail?

Simona followed cleanliness protocols well and showed good attention to detailin her
work. She maintained hygiene standards and was receptive to guidance, showing an
understanding of the importance of a clean and organised work environment.

Time management and efficiency: Was the student able to complete tasks within the allocated
time?

Simona managed her time well and showed a responsible approach to completing
tasks. She stayed focused during her shifts and ensured duties were carried outin a

timely manner, with growing independence.





