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As part of my academic and professional development, I completed a three-week placement in the housekeeping department at Delta Hotel by Marriott in Swansea, Wales. This placement provided a comprehensive insight into the guest service operations within a high-end hotel. Housekeeping plays a critical role in maintaining guest satisfaction, ensuring cleanliness, and upholding brand standards. (Johnston, R., Clark, G. & Shulver, M. , 2012)  My primary objectives for this placement were to: 
1. Gain practical experience in hotel housekeeping operations. 
2. Understand the importance of cleanliness and hygiene in guest satisfaction. 
3. Develop attention to detail and efficiency in daily tasks. 
4. Enhance communication and teamwork skills within a hotel environment. 
5. Improve problem-solving abilities in responding to guest requests and concerns.
During my placement I worked morning and evening shifts, each involving different tasks. During the morning shifts I was preparing hotel rooms for new and existing guests and check them with supervisor. Main things to check were: empty bins and new trash bags, clean towels and bed linen, bed arranged by brand standards, carpets to be vacuumed and all surfaces dusted, replenishing coffee, tea, sugar, and milk supplies, refilling shampoo, shower gel, and other toiletries, sanitized sanitary objects.
Most of the responsibilities for the evening shifts consist of: vacuuming hallways and maintaining cleanliness in public areas, cleaning elevators and ensuring they remained hygienic, tidying the reception and lobby areas to create a welcoming atmosphere, cleaning the restaurant and bar area, including vacuuming and mopping floors, restocking linen rooms with fresh towels, bed linens, toilet paper, and cleaning supplies, assisting with special room arrangements for celebrations, such as balloon decorations and towel art. I checked the quality of cleaning performed by staff alongside the supervisor.
From my perspective, the housekeeping department is among the most critical within a hotel, as guests pay for specific amenities and hold certain expectations regarding the brand’s standards. Complaints directed toward this department are often not related to the quality of the service provided but rather to the quality of the amenities and facilities offered. For instance, many guests express dissatisfaction with the absence of expected features in a four-star hotel, such as slippers and bathrobes, as well as concerns about the comfort of the bed duvets. Additionally, complaints frequently mention unpleasant odors caused by the heating system and the presence of mold in areas such as window frames or curtains, which negatively impact the overall guest experience. ( Booking.com, 2024)
For this reflective learning log I chose to use Gibbs’ Reflective Cycle in order to reflect on my experience, to analyze the key learning points and areas for future professional development. 
Gibbs Reflective Cycle it is structured in 6 main steps that helps to learn from a concrete experience, a real fact that took place by analyzing and evaluate, concluding with an action plan. The steps are: description, feeling, evaluation, analysis, conclusion and action plan ( Gibbs, G. ,1988)
Description:
During my placement in housekeeping department, one particular situation that stood out was when a guest in a Platinum Member Suite requested additional room decorations for a birthday celebration. The request was made last minute, and the housekeeping team had to quickly arrange flowers, balloons, and personalized touches within a short timeframe. This tested my ability to work under pressure, coordinate with other staff, and maintain attention to detail while delivering a high-quality experience.
Feeling:
At the beginning of the placement, I felt a mixture of excitement and anxiety. The fast-paced nature of housekeeping in a large hotel was challenging, especially learning to work efficiently while maintaining high cleanliness standards. Initially, I found it difficult to meet time constraints, but as I adapted, I developed better time management skills. Fallon, M. & Rutherford, D. , 2010)
The situation with the Platinum Member Suite decoration made me feel both nervous and excited. While it was stressful to arrange everything in time, successfully completing the task and receiving positive feedback from the guest was incredibly fulfilling. The room was over his expectations and we managed to buy decorations and high quality sweets that were exactly on his taste.
Evaluation:
Overall, my experience was highly positive. I developed essential skills, such as: attention to detail, ensuring all aspects of a room met brand standards, teamwork and communication, as coordination with supervisors and colleagues was crucial and adaptability, especially when managing last-minute guest requests.
However, there were some challenges such as: time pressure – completing room cleaning within strict time limits was initially difficult and the beds linen very hard to change and arrange by standard requests. Physical demands – the work was physically intensive, requiring stamina and efficiency. After the shift I was completely exhausted. Handling guest complaints –while most guests were pleasant, some had high expectations and requested adjustments beyond standard procedures.
The situation with the last-minute room decoration highlighted the importance of organization and guest service excellence. Had I not communicated effectively with the team, the decorations might not have been completed in time. This emphasized how efficiency and communication directly impact guest satisfaction.
Analysis:
This placement reinforced the crucial role housekeeping plays in guest experience and hotel reputation. According to Kandampully & Suhartanto (2000), cleanliness is one of the top factors affecting guest satisfaction in the hospitality industry. Additionally, Baum (2019) highlights that housekeeping is often overlooked despite its significant contribution to a hotel’s success.
One key learning point was understanding how cleanliness directly affects guest loyalty. Studies by Ali et al. (2021) show that guests who perceive a hotel as clean are more likely to return and recommend it to others. This aligns with Delta by Marriott’s commitment to high standards of hygiene and guest comfort.
Another major takeaway was learning to prioritize and multitask. Law et al. (2014) emphasize that time management in housekeeping is essential for operational efficiency. This experience taught me how to complete tasks promptly while ensuring quality.
Conclusion:
Reflecting on my placement on housekeeping department, I can confidently say it was a valuable and insightful experience. I enhanced my practical skills, improved my efficiency, and developed a stronger understanding of guest expectations. While the role was physically demanding, it was also extremely rewarding, especially in seeing the impact of my work on guest satisfaction.
One key learning from this placement was that housekeeping is not just about cleaning, it is about creating an experience for guests. Attention to detail, efficiency, and communication are essential for maintaining high standards in a luxury hotel setting.
Action plan:
Moving forward, I decided to implement the following development strategies: to practice efficiency techniques to complete tasks quicker without compromising quality (Baum, 2019), to learn more about supervisory roles in housekeeping department, to improve guest service skills and to learn more about hospitality standards, to familiarize myself with Marriott brand standards and industry best practices (Kandampully & Suhartanto, 2000)
After my experience in this department I am thinking at some ways that could improve in order to increase guest satisfaction. I would propose high-capacity, ergonomically designed cleaning carts, that are well-organized and easily maneuverable. In this way physical strain on staff will be reduced and improve operational efficiency. ( www.rubbermaidcommercial.com,  2022)
To implement a new digital management system that helps to streamline room assignments, track cleaning progress in real-time, and facilitate effective communication within the team. (www.zeketrolleys.com, 2025)
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Level 6 Hotel Placement - Weekly Progress Tracker

Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned.
Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday 7" March 2025] at 23:59pm.

Week 1

Experiences/Tasks/Challenges/Lessons Shift Student Hotel Mentor
(outline hotel department) (Date/Time) Signature Signature

HOUSEKEEPING DEPARTMENT:

Experiences/ tasks:

SHIFT1

“ lvacuumed the restaurant area in order to be ready for dinner.

“ lvacuumed the stairs. 20/01/2025

# Ivacuumed the corridors from level 2 and 3. A

# Ivacuumed the carpet located at front desk several times MONDAY {

during my shift. | |

2:00-10:00PM

Challenges/ Lessons:

% Ilearned that attention to details is really important as a
housekeeping member.
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APPENDIX 1

HOUSEKEEPING DEPARTMENT:
Experiences/ tasks:

% | checked the rooms after they were cleaned by a housekeeping
member with the housekeeping supervisor.

% We carefully checked if all the bins are clear and have bin bags,
allthe mirrors are clearly, if all the bath-rooms had shampoo
and gel douche, if beds are nicely arranged, if they are coffee,
tea and sugar in each room.

% Ilearn how to make Swan hearts from towels, that had to be
readyfor a couple wedding.

Challenges/ Lessons:

“ During my shift, the housekeeping supervisor received a call
from front office regarding a guest that lost a ring during his stay.
We wentin that room, but unfortunately the ring was not there.

“ Ilearn that checking the rooms and be sure that everythingit's in
order can increase guest satisfaction and that guest really
appreciate our efforts in making them feel special and
welcomed.

SHIFT2

25/01/2025

‘SATURDAY

10:00 - 6:00 PM
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Week2
Experiences/Tasks/Challenges/Lessons Shift Student Hotel Mentor
(highlight hotel department) (Date/Time) Signature Signature
HOUSEKEEPING DEPARTMENT:
Experiences/ tasks:
% | worked with a member of housekeeping department, cleaning | SHIFT 3
the rooms after guest's departure: - changing bed sheets,
vacuum the room, cleaning the dust on all surfaces, cleaning the | 27/01/2025
bathroom, mop the bath floor, changing all the towels and
replace hygiene products, check if everything is working | MONDAY
properly : Air conditioning, TV remote, lights.
8:00-4:00 PM

Challenges/ Lessons:

One guest forgot 2 mugs that had personal importance for him.
We made sure to keep them safe until guest came back for them.
He was really happy and thanks us a lot.
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APPENDIX 1

HOUSEKEEPING DEPARTMENT:

Experiences/ tasks:

Ivacuumed the rooms.

1 was taking out the trash and replace the plastic bins

% |was changing the beds

% I cleaned the mirrors, the phones, the lamps and carefully
inspect that all the room is ready to receive new guests

Challenges/ Lessons:
% Ilearned how to prepare the room, to be as fast and efficient as

possible
I learned to make the hotel room live up to the expectations of

the guests

SHIFT4.

SATURDAY

01/02/2025

10:00-6:00 PM
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[ Week3
Experiences/Tasks/Challenges/Lessons Shift Student Hotel Mentor
(hightight hotel department) (Date/Time) Signature Signature
i SHIFTS
HOUSEKEEPING DEPARTMENT:
Experiences/ tasks: MONDAY
% Ivacuumed the rooms
“ 1 was taking out the trash and replace the plastic bins 03/02/2025
* |was changing the beds
% Ichecked the rooms to be ready to receive guests 8:00-4:00PM
“ I refilled shower gel and shampoo recipients
| 'S
| Challenges/ Lessons:
“ Ilearned how to be careful at small details.
SHIFT6
HOUSEKEEPING DEPARTMENT: ‘SATURDAY
Experiences/ tasks:
% Ivacuumed the corridors. 08/02/2025 |
% Ivacuumed the public areas
“ Irefilled the storage rooms with towels and bed sheets 10:00-6:00PM |

Challenges/ Lessons:

satisfaction and to keep them loyal to the brand.

“ Ilearned how important is housekeeping in order to keep guest
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Experiences/Tasks/Challenges/!
(highlight hotel department)

Shi
(Date/Time)

Student
Signature

APPENDIX 1

" HotelMentor |
Signature |

FRONT OFFICE DEPARTMENT:

Experiences/ tasks:
“ I followed the front desk manager with his tasks ( Person on
duty) checking all the fire exists.
* Ilearned how to check emails, complains and how to answer to
guests.
Ihelped front desk associate with check outs ( puttingthe keys
back, check for payments, wishing guests all the best)
Iearned how to print reports (in case of an error, every 2 hours e
reportis printed )
% lassistat 10 o'clock meeting

@

Challenges/ Lessons:
# Everythingwas in order, no complains or events.

SHIFT7

MONDAY

10/02/2025

7:00-3:00 PM
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FRONT OFFICE DEPARTMENT:

Experiences/ tasks:
“ Ilearned how to make a check in, welcoming guests, ask for
parking payment, check accommodation payment, check
breakfast and offer indications to the room.

% Ilear how tofillin check-in papers ( guests have to include car
registration number, home address, housekeeping option and
signature )

Challenges/ Lessons:
“ Asilver guest call for a group booking during the Easter holiday
and asked for 6 rooms for 6 nights and asked for a discount. The
front desk associate confirm that he has to check with manager
and promised to call back as soon as possible in order in inform
guest about his request.

SHIFT8

SUNDAY

| 16/02/2025

2:00-10:00 PM

APPENDIX 1

71P
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Weeks
Experiences/Tasks/Challenges/Lessons 1 Shift
(hightight hotel department) (Date/Time)
FRONT OFFICE DEPARTMENT:
Experiences/ tasks: SHIFT9
% Ilearned how to make check-outs
“ I wrote welcome cards for members MONDAY
I wrote drink vouchers for Platinum members
“ 1learn how to balance the rooms by room category 17/02/2025
“ | assist to 10 o'clock meeting with representatives of each
department 7:00-3:00 PM
|
Challenges/ Lessons:
“* |learned what are the main responsibilities and duties for a
front desk manager:

“ Ensuring high standards of customer service and satisfaction |

“ Managing front desk staff

% Scheduling shifts

“ Overseeing the reservation system to ensure accurate
bookings.

# Coordinating with housekeeping and maintenance teams

“ Maintaining accurate records of guest check-ins, check-outs,
and payments and prepare reports for financial department.

T
|

Student
Signature

APPENDIX 1

Hotel
Signature
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FRONT OFFICE DEPARTMENT:
Experiences/ tasks:

% Ileam how tofillin check in document (o include car |

registration no, home address, housekeeping option and to be SHIFT10 |

sign by guest )
% I wrote welcome cards for guests SATURDAY
# I wrote drink vouchers for Platinum members
< | assist to 10 o'clock meeting with representatives of each | 22/02/2025
| department 1
7:00-3:00 PM |
Challenges/ Lessons: |
<% During this shift, | assisted the supervisor with the check-out |
process. We ensured that all payments were completed and that |
guests were satisfied with their stay. We also extended our best
wishes and encouraged them to rebook at Delta by Marriottin the
future.
.- T Week6 T b
B Experiences/Tasks/Challenges/Lessons B shit Student Hotel Mentor
i (highlight hotel department) (Date/Time) Signature Signature
FRONT OFFICE DEPARTMENT:

Experiences/ tasks:
“ | checked supervisor list with him, making sure that all the tasks | |

I are completed |

“ lwrote welcome cards for members

% I wrote drink vouchers for Platinum members _
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% Tassist to 10 o'clock meeting with representatives of cach |

APPENDIX 1

i department SHIFT 11 |
+ The front desk manager show me different reports that was to
| prepare for financial department MONDAY
| Ghattenges/ Lessons: 2410212025
| % It was a quiteshift, everything run nice and all the guest were |
| happy with the accommodation, no complains or special | 7:00-3:00 PM
requests.
| ) o [
|
| FRONT OFFICE DEPARTMENT:
| Experiences/ tasks:
“ | checked supervisor list with him, making sure that all the tasks | SHIFT 12
are completed
* Iassistand helped with check outs, | put the keys back, | leared | SATURDAY
to double check all the payments and learn the conversation | /. |
with guests. |
Challenges/ Lessons: 7005:00PM |

+ During this shift, we received a complaint from a guest who had
an accidentin the bathroom. He slipped on the floor due to aleak
caused by a faulty drain sink and sustained a broken leg. The
front desk supervisor promptly visited his room to assess the
situation and provide assistance.
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