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Introduction
According to Google (2025), Premier Inn Canwick is highly rated for its quality guest service. During my placement in the Housekeeping department, I shadowed a supervisor to gain practical insight into guest service management, developed key workplace skills, and expanded my technical knowledge in room inspection, scheduling, and quality control.
For this reflective learning log, I have chosen to apply Gibbs’ Reflective Cycle (Gibbs, 1988) as the guiding framework and support it with additional academic insights such as Kolb (1984) and Moon (2004). The cycle’s structured approach—covering description, feelings, evaluation, analysis, conclusion, and action planning—provides a comprehensive method to explore and learn from my experiences. My primary learning objectives included:
· Gaining insight into the operational challenges and opportunities within hotel guest service.
· Critically evaluating technical processes that underpin high service standards.
· Developing practical strategies for handling guest issues, such as complaints, to improve overall guest satisfaction.
Section 1: Role Reflection 
Role and Responsibilities
During the placement, I shadowed a housekeeping supervisor. I participated in daily briefings, checked room readiness, supported deep cleans, and communicated with the front desk. Although I was not in a formal supervisory role, I contributed to quality control and observed decision-making around task delegation and resource management. As Zeithaml (1987) suggests, taking on a real-time role allowed me to practically apply the theories I learned in my studies. 




Skills Required in Housekeeping Supervision
Supervisors require a mix of operational and interpersonal skills:
· Leadership and Delegation: Motivating staff and assigning tasks based on real-time needs.
· Communication and Teamwork: Liaising with front desk, maintenance, and staff to meet deadlines.
· Problem-Solving and Decision-Making: Reacting to complaints or delays, ensuring rapid issue resolution.
Observed Examples
Effective Practice: One morning, multiple rooms were unavailable due to late departures. The supervisor reallocated staff, prioritised urgent rooms, and communicated updates to reception. This avoided guest complaints and maintained check-in flow.
Ineffective Practice: A new staff member was not properly inducted. Their errors slowed room readiness and created tension. This lack of training impacted the team's efficiency and increased supervisory workload.
Strengths and Weaknesses
Strengths: I demonstrated strong observation, adaptability, and empathy, supporting team morale. I communicated effectively when guests needed reassurance about room delays.
Weaknesses: I struggled to delegate confidently. In high-pressure situations, I hesitated instead of making quick decisions, showing a need for leadership practice.
Action Plan
Gibbs’ reflective cycle helped me see that growth is a continuous process and revealed the gap between theory and practice. While coordinating a team during peak check-in, I observed that clear communication and prompt feedback are vital for smooth operations. This experience emphasized the value of self-reflection in developing leadership and resilience.
This reflection highlighted the value of supervisory skills in guest service. I learned that confidence, clear communication, and team trust are vital. This aligns with Avam (2019), who found that cohesive teamwork enhances service delivery and operational efficiency in hospitality settings. To grow, I’ll work on delegation and emotional intelligence by leading small projects, preparing for greater responsibility in hospitality. Key insights include:
· Personal and Professional Growth: Using Gibbs’ cycle, I’ve learned the value of adaptive leadership, communication, and self-reflection in achieving guest service excellence.
· Skill Enhancement: Throughout my placement and as pointed by Dewani (2024) also, the development of technical knowledge and work-based skills was key to achieving guest service excellence.
· Organisational Learning: The guest complaint highlighted that small operational issues could have big consequences. Improved communication, flexible staffing, and proactive problem-solving can prevent escalation and protect the hotel’s reputation.

Future Professional Practice:
Based on these reflections, my action plan for continuous development includes:
· Seeking further leadership opportunities, both within academic projects and future placements, to refine delegation and conflict resolution skills.
· Actively engaging in continuous professional development courses on service recovery and guest relations to stay updated on best practices.
· Implementing regular self-reflection sessions to review experiences, set new objectives, and adjust strategies accordingly.




Section 2: Management Performance & Guest Service Analysis
Management Styles and Impact on Motivation
The Housekeeping leadership at Premier Inn Canwick embraced a democratic leadership style, actively encouraging staff to share their input during daily briefings and team meetings. This participatory approach fostered a sense of ownership among team members, significantly enhancing motivation and accountability across the department. As Kurt (2021) illustrates in their analysis of McGregor’s Theory Y, such a leadership style aligns with the assumption that employees are inherently motivated and capable of contributing creatively when given trust and autonomy. By creating an environment where staff felt valued and respected, the leadership enabled housekeepers to voice their ideas, raise concerns openly, and propose innovative solutions to operational challenges. This not only strengthened team cohesion but also led to measurable improvements in performance, such as faster room turnaround times and higher guest satisfaction scores. The democratic approach also cultivated a culture of mutual respect, where staff felt empowered to take initiative, further reinforcing the department’s efficiency and commitment to delivering exceptional service quality.
Health & Safety Compliance
The department adhered to COSHH (2025) regulations, displayed clear chemical handling signage, and ensured PPE use. Housekeepers received manual handling training, reducing injury risks. These align with UK Health and Safety Executive (HSE) standards and represent industry best practice.
Organisational Culture and Teamwork
The workplace culture emphasised mutual respect and team accountability. As taught in Personnel Resourcing & Development (Level 5), effective teams share responsibilities and maintain open communication. Staff supported each other during peak times, which improved morale and service delivery. Team diversity was valued, though language barriers occasionally required patience and visual aids.


Marketing and Guest Experience
The hotel managed guest expectations by providing room readiness updates via reception and placing cleanliness rating cards in rooms. From the Hospitality & Guest Services (Level 4) module, I recognised these as part of the brand’s promise of consistency and trust. Clean, well-prepared rooms reduced complaints and enhanced guest satisfaction.
Section 3: Guest Service Improvement Plan
Identified Issue: Delayed Room Cleaning
During my placement, I encountered guest complaints about late room availability. Delays stemmed from staffing shortages and poor communication with reception. As Lacalle (2021) highlights, room readiness delays are among the most frequent guest complaints in hotels.
Academic Justification
According to Gannon et al. (2021), service recovery and expectation management are crucial for maintaining guest trust. The SERVQUAL model (Parasuraman et al., 1985) identifies responsiveness and reliability as key components of service quality—both impacted by delayed room turnover.
Improvement Plan
1. Operational Change: Implement Real-Time Room Tracking
· Introduce a shared digital board between housekeeping and front desk to update room status live.
· Aligns with best practice for internal communication in high-occupancy hotels.
· Expected impact: Reduces miscommunication and guest wait time.
2. Enhanced Training and Cross-Department Induction
· Cross-train receptionists and housekeepers to understand each other’s workflows.
· Reinforces empathy, coordination, and service consistency.
· Expected impact: Minimises blame culture and improves team responsiveness.
3. Service Recovery Protocols
· Offer small compensations (e.g., complimentary drinks or late checkout) to guests affected by delays.
· Reinforces brand values of care and guest-first service.
· Expected impact: Converts potential complaints into positive feedback and retention.
Conclusion
My placement at Premier Inn Canwick’s Housekeeping department offered a transformative learning experience in guest service operations.
Key Insights:
· Leadership in housekeeping is built on trust, communication, and adaptability.
· Democratic management styles improve staff engagement.
· Service recovery and guest-centred communication are essential.
Achievement of Learning Objectives:
· Operational Insight: Gained through day-to-day task observation and team briefings.
· Technical and Strategic Evaluation: Developed via room checks, scheduling, and complaint handling.
· Guest Service Strategy: Improved through reflection on service delays and communication breakdowns.
This placement has solidified my understanding of how technical skills, management performance, and guest communication intersect to create a seamless guest experience. These lessons will shape my future practice as a hospitality professional.
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