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This Journal is the road map of my University Level 6 Placement at Ashford International Hotel & Spa. Located in Ashford, Kent, next to the M20 Motorway and Ashford International train station, this QHotels Collection accommodation, attract visitors from all worlds. With a diversity of room types and services available, and with a range of offers and upgrades, the housekeeping aria is a challenge who is worth been explored just to understand the reasons behind of any good or bad reviews. For a better understanding of my feeling and evolution in this placement time, I will use the Gibb’s Reflective Cycle.
My first day at Ashford International Hotel & Spa housekeeping aria started by meeting Jolanda Skusenaite and Ioana David, the Manager and the Deputy of this sector. After introduced me the team members, the surroundings and type of rooms, we start by talking about an ordinary day tasks in this department. The working day is like what I have learned in my Level 4 Placement at Premier Inn, the difference being that here, the average time allocated to clean the departure room is around half hour. There was around 15-20 minutes. I was happy to find that 30 minutes is the right amount of time needed to assure a proper cleanliness. Suddenly I field proud of my instincts. I remembered how upset on myself I was back then because I could not tick this “must”- the time allocated to clean a room, or, if I finished in time, I was not happy with the level of cleanliness. The room set-up routine which I have learned at Premier Inn online training platform, I find it also, here. Same as the trolley set up and the way of working, with one trolley for all necessary items and the right amount of clean laundry, and another trolley for dirty laundry. The Ashford International Hotel is sustainable, so they do dry cleaning, with the standard chemicals, there are also reusable toiletries bottles. I am not trying to compare these two hotels, but except for the standard operations, I notice, and I ask the managers, why the Ashford International do not use the extendable cleaning stick for tiles, mirrors, or floor. And if they have a risk assessment about how the housekeepers are exposed to falls, cuts and back problems. The Mapal platform is the one who are used for employees training. Regarding of Health and Safety, exactly when I had more questions, the hotel received the Health and Safety Audit. When received the phone call from Operational Manager who announced that he will come with the Audit person, the Housekeeping Manager prepared the files with all information need it. But the H&S Officer started by checking some rooms random. 
Was all good, except that the cord of a hair dryer was broken and the hotel does not have inventory for this type of replacement. And justification was that “there are not enough money” for the moment, as each month, the housekeeping department receive a specific amount of budget, fixed from Head Office, based on number of the rooms sales. I could not find exactly, but this left me with a bad taste, comparing with my previous placement, were, the management find budget even to celebrate the housekeepers with a little something for a job well done or for good reviews. After pandemic period, hotels find ways to recover by investing in technology, new assets and renovating the existing and strive to find new ways of reducing costs, as we have learned at Financial Management for the Hotel Industry module ( Sashin, S., Damian, S., Human, W., July 2021). Same as this hotel as I understood, but they still have financial problems.
I remembered about the embarrassing situation when I disturbed guests of one room by calling from reception, after or before housekeeping employees call them and knocked at their door. And the guests were verry upsets because they announced and payee already for stay over. But this miscommunication, had result 20 pounds refund to the guest as apologies. Communication here has a few challenges like low communication competency, language barriers, and cultural differences (Communication in the hospitality industry, 2025), especially if the company recruitment process has the workplace diversion, inclusion and equality strategy for outperform competitors (McKinsey,2017). For an efficient communication between all departments and a smoothly activity housekeeping department there are tools in use like Protel System management software and an internal mobile phone network system, also a WhatsApp group. My critical thinking did not help me too much in this situation and I surprised myself asking what should and can be done better or different to avoid this type of unhappy incidents? Maybe to update, refresh the computer system before starting the departures check, could be a solution. And a doble-check between departments will be helpful in my opinion. These types of situations are behind of bad reviews, except that the many guests have complained about the rooms temperature (Tripadvisor). 
 First, I did not understood why guests complained, because the rooms are clean and have all you need, including the coffee machine and fridge with soft drinks in upgraded rooms. With air conditioning, set up at 24 degrees, indeed the rooms are cold.
I field the need to clarify this aspect as well, and the answer was that the air system is not functional as should be because is old and the alternative solution is to offer some electrical heaters. Which send me again at Health and Safety aspect, at costs, at employees and guests satisfaction and retention, at brand reputation, at communication between departments and Head Office, and at the autocratic type of Corporation management. I would like to adopt more a democratic management based on Management &Organisational Behaviour Module. Is well known the link between the customers satisfaction and the brand reputation, as a brand image is an asset that shapes customer beliefs about a brand (Advanced Social Humanities and Management, 2016).  Speaking of Head Office decisions, as we learned at Sustainable Hospitality and Tourism Management Module about eco-friendly practices, this Corporate is engaged in take care of the planet, by using and controlling from Head Office smart design and innovative systems. Been guest of these hotels make you feel like been part of a worldwide effort to protect our environment (IHG.com). I start thinking at Level 4 Placement and how useful is now that previous housekeeping practice for acknowledged all these housekeeping details and for rooms checking. That placement part upset me first, but after, I understood the importance of practice, when one day some rooms was early check out and for some reasons, the housekeepers must clean these rooms also, even their shifts were about to finished. I offered myself to help, knowing what I must do from my previous placement and from the proper online training. And I am proud to be noticed as I am organised and details oriented. And I was happy, self-confident and I trusted in my time management skill when I helped Dana and Ashya, the housekeepers, to finish the duty in time.
 Except checking rooms and changing the status in computer system for Front-Office, Housekeeping Managers need multitasking skills, as they are in charge with recruiting process, updating policies and procedures paperwork, monitoring the laundry rotation, consumables stock and housekeepers' rota and participate at daily meetings. What I would do more as manager is to be more involved in guests and employees' satisfaction, engagement and wellbeing based on what I have learned at Personnel Resourcing & Development Module and how I saw been made at Premier Inn. 

Overall, managing the housekeeping aria is a challenging task, and crucial for company business, as is one of the sectors responsible with the creation of a wonderful experience for customers. What I have learn from this placement is that I have too many expectations from myself and others, as well, but I have nothing to worried as the tasks are easy to be accomplished as long you possess hard and soft skills learned in university and thru the placements practice.
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