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[bookmark: _Toc198554362]Introduction
At Forest Pines Hotel, I was in the Housekeeping department. Housekeeping helps maintain a welcoming environment and good overall service by getting all areas of the hotel clean and prepared. At Forest Pines, cleaning rooms daily, doing linen work and handling requests are all part of housekeeping services. I wanted to learn about this department to learn how hotel operations affect the experience of guests. My three learning objectives were: 
· To manage my time better by prioritising tasks and using planning tools effectively.
· To coordinate with the housekeeping team to ensure smooth daily operations and communication.
· To learn the supervisor’s strategies for task management through observation and active involvement.
[bookmark: _Toc198554363]Section 1: Role Reflection 
[bookmark: _Toc198554364]Gibbs Reflective model
Description
As I my placement is Forest Pines Hotel, I was as a housekeeper in hotel. My role is to clean rooms, supply them with what they need and keep public areas clean.
Feelings
At the start, I felt overwhelmed and doubted whether I could meet expectations, especially during busy periods. However, I was eager to prove myself. These emotions impacted how quickly I adapted to tasks my anxiety slowed me down initially, but my motivation helped me push through and improve. According to Kolb’s Experiential Learning Cycle, emotions play a critical role in transforming experience into learning, and this was evident in how my confidence gradually increased.
Evaluation
It appeared to me that supervisors in housekeeping must lead their teams, manage tasks by delegating, communicate and work effectively with their teammates and quickly address and solve problems. One supervisor managed assignments well and boosted the team’s effort which helped everything run smoothly and the rooms to be cleaned on time. Conversely, when leadership lacked structure, such as during shift changeovers without proper briefings, issues like unfinished rooms and guest complaints arose. This links to Herzberg’s Two-Factor Theory poor communication and unclear delegation acted as hygiene factors leading to dissatisfaction.
Analysis
These examples prove that good leadership and talking with the team help both the quality of service and how guests feel (Lemy, Goh and Ferry, 2019). When staff is delegated tasks wisely, there is greater productivity and operations proceed as expected. Additionally, Maslow’s Hierarchy of Needs can help understand staff motivation; when housekeepers feel safe, valued, and part of a team, they reach higher productivity levels and job satisfaction.
Conclusion
I found that attention to detail and a willingness to learn were personal strengths. However, being too passive in communication affected my ability to ask for support or clarification, limiting my learning at times. Becoming more assertive and organised would help me be more efficient in my role.
Action Plan
Table 1: Action Plan
	Area for Improvement
	Action Steps
	Timeline
	Expected Outcome

	Time Management
	Use daily checklists and prioritize tasks during shifts
	Start immediately; review weekly for 4 weeks
	Improve efficiency and complete tasks on time (Sainz, Ferrero and Ugidos, 2019).

	Communication Skills
	Actively participate in team briefings and seek feedback
	Ongoing throughout placement (10 weeks)
	Enhance clarity, confidence, and teamwork (Yang, Cheung and Li, 2020).

	Leadership Understanding
	Observe supervisors’ leadership styles; attend training if offered
	Within the first 6 weeks of placement
	Develop basic leadership and delegation skills (Sandstrom and Reynolds, 2019).


(Source: Author).
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Section 2: Management Performance and Guest Service Analysis
[bookmark: _Toc198554366]Management Styles and Staff Motivation
At Forest Pines Hotel, the housekeeping staff appreciated transformational leadership. They maintained contact with their staff, appreciated their efforts and guided them to better themselves (Nebel & Eddystone, 2025). It encouraged team members to be more motivated and effective. Because employees felt encouraged, they were more driven and accomplished more than before.
Health and safety compliance
The hotel followed strict health and safety regulations. Staff received COSHH training, fire safety drills, and manual handling guidance, meeting UK Health and Safety Executive standards. The hotel used frequent audits, compliance checklists, and risk assessments to ensure all procedures aligned with legal requirements. These measures reduced workplace hazards and enhanced operational readiness.
Culture and teamwork
Forest Pines promoted an inclusive culture, encouraging collaboration and mutual respect. The Foreign Languages and Cultural Awareness module was clearly reflected in how team members communicated with non-native English speakers. Staff were encouraged to use simple language, body language, and cultural sensitivity, resulting in smoother team dynamics and better guest interaction (Choi, 2018).
Marketing and guest experience
Specific campaigns were used to manage how guests perceived the brand. The hotel advertised a safe and comfortable experience, which was what most guests experienced. Marketers learn during the Marketing Essentials unit that a matching between their advertising and the customer’s experience builds trust and satisfaction (Piriyakul et al., 2024). Creating personalised rooms and added greener programs, making customers more personalised.
[bookmark: _Toc198554367]Section 3: Guest Service Improvement Plan 
A major problem in Housekeeping is that the cleanliness in rooms is not always consistent which can cause guests to complain (Bhatnagar and Dheeraj, 2019). The level of cleanliness significantly contributes to how guests rate their stay and influences the hotel’s image (Park et al., 2019). Now that health and hygiene have become top concerns for travellers, guests want every part of the hotel to be meticulously cleaned. Failure to constantly keep every area spotless can cause guests to have a poor experience and is likely to result in negative word-of-mouth marketing (Sukhu and Bilgihan, 2023).
Guests often place great emphasis on the cleanliness of a hotel when making their selection.  A clean hotel significantly influences guests' behaviour about the accommodation and the service they receive. Unclean rooms or common areas may lead to lower guest satisfaction and potential reviews posted on sites such as TripAdvisor. Cleanliness has become essential to both retaining guests and earning their trust in today’s crowded hospitality industry.
Potential barriers to this improvement plan include:
· Staff turnover or temporary workers unfamiliar with procedures
· Language barriers leading to miscommunication
· Time pressure during high occupancy seasons reducing cleaning quality
· Limited budget or resistance to investing in training and inspection tools
To improve this issue, I propose the following three-step plan:
1. Standardize Cleaning Procedures
Develop a cleaning list that breaks down what needs to be done in every room and public area, along with the detail . It guarantees that all employees adhere to the same quality of work and that nothing goes unnoticed when rooms and common areas are cleaned. 
2. Provide Regular Training and Inspections
Schedule regular training for housekeeping staff to review best practices for cleaning, using cleaning products and maintaining high standards of hygiene (Bhatnagar and Dheeraj, 2019). Moreover, supervisors need to conduct occasional checks to see how clean the workplace is and to give feedback to staff. This approach motivates staff to strive for the highest quality of cleanliness and helps keep everyone accountable.


3. Use Guest Feedback Effectively
Introduce a way to instantly gather and check opinions about how clean the hotel is (Sukhu and Bilgihan, 2023). Any issues need to be dealt with rapidly and all comments should be given to the housekeeping team, so they can work on the issues noted. As a result, the hotel can quickly sort out problems and aims to stop them from happening again.
When these steps are properly follows, the rooms stay tidy, guests are more satisfied and they tend to visit again. Good hygiene and attention to details will make the hotel more popular and lead to improved business results.
[bookmark: _Toc198554368]Conclusion 
Working in the Housekeeping Department at Forest Pines Hotel, I learned a lot about the practical things involved in keeping the hotel clean and tidy also I faces various challenges. During my experience, I worked on my communication and teamwork skills and recognized that I could be more effective at managing my time and being assertive. I noticed that effective leadership and the ability to delegate are key in the day-to-day run of the company. All in all, I accomplished my learning goals by gaining useful skills, using the knowledge I was taught and feeling more confident in my profession which will help me in my future career in hospitality management.


[bookmark: _Toc198554369]References
Bhatnagar, E. and Dheeraj, N. (2019). Impact of Housekeeping Services and Practices on Customer Satisfaction and Repeat Business. Prabandhan: Indian Journal of Management, [online] 12(8), p.46. doi:https://doi.org/10.17010/pijom/2019/v12i8/146417.
Choi, D.-H. (2018). Impact of organizational culture on the organizational commitment in hotel employees. Indian Journal of Public Health Research & Development, 9(8), 841. https://doi.org/10.5958/0976-5506.2018.00838.0
Lemy, D., Goh, E. and Ferry, J. (2019). Moving out of the silo: How service quality innovations can develop customer loyalty in Indonesia’s hotels. Journal of Vacation Marketing, 25(4), p.135676671881965. doi:https://doi.org/10.1177/1356766718819658.
Nebel, & Eddystone, C. (2025). Managing Hotels Effectively. Google Books. https://books.google.com.pk/books?hl=en&lr=&id=_pTKEAAAQBAJ&oi=fnd&pg=PR17&dq=hotel+maintained+contact+with+their+staff
Park, H., Kline, S.F., Kim, J., Almanza, B. and Ma, J. (2019). Does hotel cleanliness correlate with surfaces guests contact? International Journal of Contemporary Hospitality Management, 31(7), pp.2933–2950. doi:https://doi.org/10.1108/ijchm-02-2018-0105.
Piriyakul, I., Kunathikornkit, S., & Piriyakul, R. (2024). Evaluating brand equity in the hospitality industry: Insights from customer journeys and text mining. International Journal of Information Management Data Insights, 4(2), 100245–100245. https://doi.org/10.1016/j.jjimei.2024.100245
Sainz, M.A., Ferrero, A.M. and Ugidos, A. (2019). Time management: Skills to Learn and Put into Practice. Education + Training, 61(5), pp.635–648.
Sandstrom, J.K. and Reynolds, D.E. (2019). Leading a successful hotel: A look at the general manager’s ability to utilize multiple leadership styles. International Journal of Hospitality Management, [online] 89(67), p.102399. doi:https://doi.org/10.1016/j.ijhm.2019.102399.
Sukhu, A. and Bilgihan, A. (2023). Service recovery strategies: mitigating negative word-of-mouth in the hotel industry through enhanced customer engagement. International hospitality review, 12(13). doi:https://doi.org/10.1108/ihr-05-2023-0025.
Yang, H., Cheung, C. and Li, W. (2020). Intercultural Communication Competency Practices in the Hotel Industry. Journal of China Tourism Research, 18(1), pp.1–23. doi:https://doi.org/10.1080/19388160.2020.1807432.


image1.jpeg
Iconfirm that I have not used any Al tools in the research and creation of this assignment. I confirm
that T have not presented any Al-generated materials as my work. I confirm I have copies of my

drafts, notes, and other resources I used, which I may be asked to provide in evidence.




