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The White Hart Hotel in Witham, Essex, East England (see Appendix 1), is situated on the banks of the River Blackwater, conveniently located between Chelmsford and Colchester. This historic establishment, dating back to 1430, exudes charm and tradition through its timeless architecture (The White Hart, 2025a). However, the building’s narrow staircases and hallways pose challenges for accessibility, particularly for guests with special needs. The hotel offers 18 guest rooms, which include a mix of single, double, triple, twin rooms, ‘4 Poster’, and a family room (see Appendix 2 and 3). The facilities extend to two restaurants with a seating capacity 94, a bar accommodating over 75 guests, a function room for up to 85 people, a terrace with seating for more than 140 guests, and a parking area with 22 spaces.
According to the ASET (2022), structured placement programmes allow students to develop practical skills and theoretical knowledge through real-world experiences. Gibbs' Reflection Model (1988) provides a structured approach to reflecting on workplace experiences, enabling a deeper understanding of practical challenges (Gibbs and Slevitch, 2019). This tool aids in analysing experiences, learning from them, and improving future performance. Its six-stage structure enables detailed reflection, identifying successes, challenges, and lessons while shaping a clear action plan. It supports personal and professional growth, especially in practice-based fields. This model is widely recognised in academic and professional contexts, as supported by the QAA (2024), highlighting reflection's importance in enhancing professional competencies. Using Gibbs’ Reflection Model, this report examines my experiences across the Housekeeping, Maintenance, and Events departments, identifying key challenges and practical solutions for improved management. 
During my placement, I aimed to achieve the following objectives:
Housekeeping:
· Understand workflow management, cleanliness standards, and guest enquiries.
· Improve communication between housekeeping and the front office for better efficiency and guest satisfaction.
· Gain insight into inventory management for supplies and linen.
· Explore strategies for delivering personalised and memorable guest experiences.
Maintenance:
· Assess maintenance response times to identify areas for improvement.
· Identify infrastructural challenges impacting guest satisfaction.
· Propose solutions to enhance maintenance efficiency and service reliability.


Events:
· Gain practical experience in event planning and execution.
· Develop skills in guest complaint handling and conflict resolution.
· Analyse customer feedback to improve future events.
· Explore digital tools to enhance service efficiency.
· Understand budgeting, logistics, and risk management in events.
I supervised the housekeeping team and handled maintenance issues during my placement. The function room hosted private parties, corporate meetings, and weddings, each requiring tailored planning, from scheduling to audio-visual setup and detailed wedding arrangements (see Appendix 4).  I managed client requirements, coordinated staff, and handled last-minute issues, enhancing my multitasking skills. The Hospitality and Guest Services module has taught me the significance of review management and its impact on business operations and customer satisfaction (Joyner, 2023). The White Hart guests praised the hotel's historic charm and 4 Poster bedrooms but criticised small single rooms and lack of modern amenities like air conditioning (see Appendix 5). 
This experience was both challenging and rewarding. While my prior professional experience provided confidence, managing high customer flow and maintaining service standards was demanding. Guest feedback further motivated me to enhance operational efficiency.
This experience highlighted operational challenges and areas for improvement. The absence of digital booking software complicates reservations addressed through communication and manual coordination. Feedback on dining and events emphasised the need for workflow optimisation to enhance guest satisfaction.
The absence of a Property Management System (PMS) revealed inefficiencies in the hotel's operations, as Bardi (2011) described, emphasising technological integration's role in streamlining front office management processes. Observations at the reception desk revealed inefficiencies in manually handling bookings, which frequently led to delays and guest dissatisfaction. For instance, guests often faced extended wait times for booking confirmations.  In the events department, managing the function room presented unique challenges. The absence of a dedicated event management system meant all scheduling, planning, and communication were handled manually. This increased the likelihood of errors, such as double bookings or miscommunications about client requirements. Last-minute requests, such as adjusting room layouts or adding catering services, also tested the team’s adaptability. Despite these challenges, successful events such as a wedding that received glowing reviews for its seamless coordination highlighted the importance of teamwork and proactive problem-solving. The maintenance department also faced challenges due to an unpleasant odour caused by a drainage problem. Teamwork enables swift issue resolution, attention to detail ensures lasting solutions, and a clean environment enhances guest satisfaction. This experience highlighted the importance of proactive problem-solving and a well-structured operational system to maintain high hotel standards and ensure smooth hotel management.
The absence of dedicated software for managing check-ins, check-outs, and event planning increased reliance on communication and problem-solving skills. For instance, effective coordination between reception and housekeeping staff was critical for quickly preparing and turning over rooms on busy days. Guest reviews highlighted their appreciation for the unique ‘4 Poster’ bedrooms and the need to modernise single rooms to meet current hospitality standards. Casado (2012) highlights structured workflows and training as key to cleanliness and efficiency, an area needing improvement in housekeeping. One notable example at the White Hart Hotel involved resolving a guest complaint about room cleanliness. The issue was resolved efficiently by promptly collaborating with the housekeeping team, improving guest satisfaction. The Service Recovery Paradox (SRP) approach suggests effective incident management can improve customer loyalty (Kim et al., 2022). The hotel reacts immediately, apologising and offering a free room upgrade, a complimentary dinner, and a voucher for a future stay. After this experience, the guest may leave more impressed and loyal to the hotel than if everything had been perfect. The theory is mentioned in the Hospitality and Guest Services module (Joyner, 2023) and explores guest experience, service management, and strategies for service recovery in case of service failures. Also, applying Herzberg's model, motivating teams through recognition and support can reduce tensions and errors (Ann and Blum, 2020). This theory is taught in the Management and Organisational Behaviour module (Wavei, 2024), as it directly examines the psychological and managerial aspects of employee motivation and retention. This model helps managers develop more effective strategies for motivating and retaining employees. Hagg (2013), in the Internship Guide, highlighted the significance of providing structured, step-by-step guidance for staff training and development, especially when introducing new technologies. My experience at the White Hart Hotel underscored the need for technological upgrades and process improvements. Developing conflict management and teamwork skills helped address challenges, while guest feedback guided key enhancements. 
Comparing my Level 4 and Level 6 placements, I observed a substantial progression from fundamental operational responsibilities to more advanced strategic decision-making. During my Level 4 placement, the emphasis was primarily on developing foundational skills and gaining a practical understanding of daily operations. In contrast, my Level 6 placement required a more analytical and proactive approach, involving problem-solving, leadership, and workflow optimisation. This transition reflects the increasing complexity of responsibilities and the expectation to contribute to organisational efficiency and strategic improvement. Engagement in housekeeping, maintenance, and events demonstrated the importance of teamwork, adaptability, and proactive service recovery. Guest feedback emphasised balancing the hotel’s historic charm with modern amenities to enhance satisfaction. The experience also reinforced the role of employee motivation in operational success. The combination of academic learning and hands-on practice has strengthened my professional competencies, equipping me to drive innovation and operational excellence in the hospitality industry. 
The White Hart Hotel in Witham, Essex, faces operational challenges in housekeeping, maintenance, events, and reservations. Enhancing coordination between housekeeping and the front office, alongside introducing a digital inventory system, will streamline operations and improve guest satisfaction. Regular staff training will also help maintain consistent service standards.
In maintenance, implementing a structured log system and conducting routine inspections will ensure quicker response times and proactive issue resolution. Adopting digital scheduling tools and providing staff training in guest interactions for event management will enhance service quality and reduce booking errors.
A significant challenge is the absence of a Property Management System (PMS), which affects reservations and event coordination. Introducing an integrated digital system will simplify check-ins, streamline bookings, and improve staff scheduling. A phased refurbishment of single rooms will also modernise facilities while preserving the hotel’s historic character.
By implementing these strategies, The White Hart Hotel can enhance operational efficiency, elevate guest satisfaction, and ensure long-term sustainability.
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Appendices
Appendix 1: White Hart Hotel, Witham
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Source: The White Hart, 2025a

Appendix 2: Room Categories at the White Hart Hotel
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Source: The White Hart, 2025b
Appendix 3: Rooms Specifications
	USE FIRST
	USE LAST



	Room
	Size
	Amenities
	Cot 
Bed Y/N
	Bed Size
	Floor
	Requirements
	

	1
	DOUBLE
	BATH & SHOWER
	Y
	1 King-size
	2
	
	

	2
	4 POSTER
	BATH & SHOWER
	Y
	1 King-size
	2
	
	

	3
	TRIPLE
	BATH & SHOWER
	Y
	3 3FT Singles
	2
	
	

	4
	TRIPLE
	BATH & SHOWER
	Y
	3 3 FT Singles
	2
	
	

	5
	SINGLE
	BATH & SHOWER
	Y
	1 SML Double
	2
	
	MUST NOT BE SOLD AS A DOUBLE

	6
	TWIN
	BATH & SHOWER
	Y
	2 3FT Singles
	3
	
	

	7
	FAMILY
	BATH & SHOWER
	Y
	1 King-size, 
2 3FT Singles
	3
	
	

	8
	TRIPLE
	BATH & SHOWER
	Y
	3 3FT Singles
	3
	
	

	9
	DOUBLE
	BATH & SHOWER
	Y
	1 King-size
	1
	
	

	10
	DOUBLE
	BATH & SHOWER
	N
	1 STD Double
	1
	
	

	11
	TWIN
	BATH & SHOWER
	Y
	2 3FT Singles
	1
	
	

	12
	TWIN
	BATH & SHOWER
	Y
	2 3FT Singles
	1
	
	

	14
	TWIN
	SHOWER ONLY
	Y
	2 3FT Singles
	1
	
	

	15
	4 POSTER
	BATH & SHOWER
	Y
	1 STD Double
	1
	
	

	16
	DOUBLE
	SHOWER ONLY
	N
	1 STD Double
	1
	
	

	17
	DOUBLE
	BATH & SHOWER
	Y
	1 STD Double
	1
	Long walk around corridors
	

	18
	SINGLE
	SHOWER ONLY
	N
	1 3FT Single
	1
	Long walk around corridors – Small Room
	

	19
	SINGLE
	SHOWER ONLY
	N
	1 SML Double
	1
	Long walk around corridors
	MUST NOT BE SOLD AS A DOUBLE


Source: Developed by Author 
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Appendix 4: Function Suite
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Source: Developed by Author 


Appendix 5: Customer Reviews
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Source: Google Review, 2025 
image2.png
Integrating technical and emotional competences in hospitality education
L Gibbs, L Slevitch - Journal of Hospitality & Tourism Education, 2019 - Taylor & Francis

Given that hospitality students are the main prospective labor source in the industry,
employees, academicians, and practitioners agree that improving competences is central to ...

Y¢r Save P9 Cite Cited by 18 Related articles Al 6 versions




image3.png
Revisiting the service recovery paradox in the restaurant industry
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Purpose The service recovery paradox (SRP) refers to a particular effect whereby an
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Summary of ASET (2022) Good Practice Guide for Work-
based and Placement Learning in Higher Education

ASET (2022) provides guidelines for effective work-based learning, focusing on
student development, stakeholder responsibilities, quality assurance, and
inclusivity. It highlights the importance of employability skills, reflective
practice, and structured support to enhance placement experiences and

outcomes in higher education.
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Summary of QAA (2024) UK Quality Code for Higher
Education

The UK Quality Code (QAA, 2024) sets academic standards and ensures
teaching, assessment, and student support meet high-quality expectations. It
promotes student-centred learning, robust quality assurance, and
employability-focused education. The code emphasises transparency,
continuous improvement, and industry collaboration to maintain excellence in

higher education.
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Summary of Hotel Front Office Management by James A.
Bardi (2011, 5th Ed.)

Bardi's Hotel Front Office Management provides an in-depth overview of front
office operations in the hospitality industry, covering reservations, guest services,
financial management, and technology. It highlights the guest cycle, revenue
management, customer service, and the role of property management systems
(PMS). The book also explores staff training, industry trends, and the importance
of communication in enhancing guest experiences. With practical examples and

case studies, it is a valuable resource for students and hospitality professionals.




image8.png
Summary of Casado, M. (2012) Housekeeping Management
(2nd Ed.)

Casado (2012) provides a comprehensive guide to housekeeping operations in
the hospitality industry, covering key areas such as staff management, cleaning
procedures, inventory control, and sustainability. The book emphasises
efficiency, hygiene standards, and guest satisfaction, while also addressing
technology integration and cost control. It serves as a practical resource for

students and professionals in hotel housekeeping management.
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Summary of Ann, S. and Blum, S.C. (2020) ‘Motivating Senior
Employees in the Hospitality Industry”

International Journal of Contemporary Hospitality Management, 32(1), pp. 324-
346.

Ann and Blum (2020) explore motivation strategies for senior employees in
hospitality, highlighting the need for intrinsic (recognition, meaningful work) and
extrinsic (pay, job security) incentives. The study finds that flexible work, skills
development, and supportive management enhance job satisfaction and
retention. It advocates for age-inclusive HR policies, including training
programs and mentorship, to engage senior employees and improve workforce

stability.
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The White Hart Hotel faced several critical challenges. Firstly, the lack of an integrated

booking management system for guest reservations and events resulted in inefficiencies. pte translations and nuanced language suggestions

4
presented any Al-generated text as my own work. I confirm I have

s, and other resources I used before, and after the use of AI tools

rovide in evidence.
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provided confidence, managing high customer flow and maintaining service standards was
demanding. Guest feedback further motivated me to enhance operational efficiency.

This experience highlighted operational challenges and areas for improvement. The absence
of digital booking software complicates reservations, which are addressed through

communication and manual coordination. Feedback on dining and events emphasised the

The absence of digital booking software complicates
reservations; whieh-are addressed through
communication and manual coordination.

Reuwrite for clarity [ENEIIECENES
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experience also reinforced the role of employee motivation in operational success. . . o .
Moving forward; | will apply these insights to drive

efficiency, innovation, and guest-centric service in the
and problem-solving. Moving forward, I will apply these insights to drive efficiency, hospitality industry.

innovation, and guest-centric service in the hospitality industry.

‘This placement strengthened my professional skills in financial management, guest services,
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Perfect for a business trip or the solo traveler. Clean, well-presented rooms with everything youll A great way to stretch your budget if there are

Limited availability due to high demand. need for a comfortable stay. three of you and you don't mind sharing.

Keeping tabs on the children and saving at the same  There's something special about  4-poster bed. Make your stay even more special with our most

time. What could make more sense?! We're confident you'l think so too. requested room. It doesn't disappoint!
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Anilagard Nirod

aday ago on G Google 5/5
I'had a wonderful experience at this nice and cozy pub! The selection of beers is impressive,

making it a great spot to unwind with a drink. | want to give a special shoutout to our waitress,
Victoria. Her service was excellent—so friendly and heartfelt that she truly made our day. Its the

staff like Victoria that create such a beautiful atmosphere here. I highly recommend this pub to
anyone looking for a relaxing place to enjoy great drinks and even better service!

Service 5.0

Response from the owner

18 hours ago

Thank you so much for your kind words and for taking the time to share your experience with us!
We're thrilled to hear that you enjoyed our cozy atmosphere and beer selection. A special thanks for
recognizing Victoria—she's truly a star on our team, and we'll be sure to pass along your lovely
compliments. It's guests like you who help make our pub such a welcoming place. We can't wait to
welcome you back for another round of great drinks and friendly service.
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Irina Ashdown
2 days ago on G Google 5/5
Family

Love coming to this pub! Great value for money. Great selection of drinks too, caters for beers,
cocktails and wine. But the best part are the people. The waitress Victoria always knows our
drinks choices and so attentive. We feel very welcomed and looked after. Big thank you to
Victoria and white hart team

Rooms 5.0 Service 5.0 Location 5.0
Hotel highlights Great value

Response from the owner
aday ago

Thank you for such a fantastic review! We're so glad to hear you enjoy the variety of drinks and the
great value we offer. It's especially wonderful to know that Victoria and the rest of the White Hart
team make you feel welcome and well looked after. Your kind words mean a lot to us, and we can't
wait to see you again soon!
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Bev Parker
amonth ago on G Google 5/5

We have stayed here and eaten at the restaurant on 3 occasions. The rooms are very clean
and have everything you need, the menu has plenty to choose from and they also have
weekly specials, we have thoroughly enjoyed every meal. We will definitely be back. ose

Response from the owner

aweek ago

Thank you so much for your wonderful review! We're thrilled to hear that you've enjoyed your
stays with us. It's great to know that you've enjoyed the variety on our menu and the weekly
specials! We truly appreciate your kind words and look forward to welcoming you back for many
more enjoyable visits. See you soon!
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Marie Palmer
2months ago on G Google 4/5
Holiday

Lovely pub/hotel. Some rooms are great some ok. Nice breakfast,
foom price.

Rooms 3.0 Service 40 Location 3.0 ...

Response from the owner
2 months ago

Thank you for your review Marie. Have a lovely Christmas @
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Emma Daykin
2months ago on G Google 1/5

Unfortunately it has cost me £100 to not have Sunday lunch here. We had booked lunch
elsewhere but they had a power failure and couldn't cook. We parked in the car park of the White
Hart and went in to have a look. It was a big, busy pub and ultimately we decided to leave it, it

was busy and wasn't what we were looking for. | can't comment on the food o drinks because

we didn't stay. We parked for a few minutes and left. | received a parking fine for £100. |

appealed it on the basis that we went in looking at the lunch but did't stay and only parked for a

few minutes. Appeal rejected. This experience means | will not return to this pub i the future.

Very aggressive private car parking companies are bad for business.

Response from the owner
2 months ago

Dear Emma, please can you forward your parking fine details to us at whitehartcmg@aol.com to
check into this for you - the cameras are set up to view arrival and departure of each car and where
customers entered the premises, if this indeed was the case we can appeal for you in regards to this
Fine - usually the parking company can see very clearly if you parked and left the car park rather than
entered the premises, which is why the fine would have been upheld? If this is the case unfortunately
we cannot appeal on your behalf, and leaving us a 1* review if you have parked at your leisure and
shopped or gone elsewhere is hardly fair to us when the are signs EVERYWHERE stating clearly the
car park is for patrons of our establishment!? | will await to receive your email to investigate further
for you.
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Anne McCourt
5months ago on G Google 5/5
Holiday | Family

Our family stayed at the white Hart this weekend. The staff were
so friendly, professional, efficient and helpful - took us through
what each key was for - we had know problems getting in/out of
the hotel. The room was spotless with hairdryer, iron,ironing
board and toiletries in the bathroom. The full English breakfast
with orange juice tea/coffee & toast was hot and delicious. All |
can say is, it was great value for the money. We will all be
booking in there again for sure

Rooms 5.0 Service 50 Location 5.0
Hotel highlights Quiet - Great value
Nearby activities Lots of shop’s near by ose

Response from the owner

5 months ago

Thank you for your very lovely 5* review, we appreciate you taking the
time to do this.... Hope to see you again soon.
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Simon Thompson
9 months ago on G Google 5/5
Business | Solo

Currently staying here for 4 nights as working locally. First time
staying here, nice clean room with great amenities and
housekeeping do a great job at refreshing the room. Bed very
comfortable and slept really well every night! Food here is
absolutely beautiful, eaten here every night of my stay and
everything I've had has been perfect. Really high quality pub food
with plenty of choice. Staff are really nice and welcoming and
always chatty. Good breakfast and all round great bar and hotel.
Would definitely recommend and look forward to staying again in
the future!

Rooms 5.0 Service 50 Location 5.0

Hotel highlights Child-friendly - Great value

Rooms Rooms are clean with good amenities, comfortable bed
and bedding and slept like a baby every night. Would recommend
staying here if visiting/looking to stay in the area.
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