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[bookmark: _Toc182602224]Brief Overview of the Housekeeping Operations of the Housekeeping Department of Best Western Abbots Barrets
The past six weeks were spent in the housekeeping, maintenance and front of house departments for the Best Western Abbots Barrets. The goal of this placement was to get practical experience and to learn what actually happens in the hotel operation world, as well as building key skills to be utilized in the hospitality world. This report will examine, looking at each stage of the Gibbs Reflective Cycle, my reflection thoughts and learning outcomes of my experience of placement. This model will function as a tool for evaluating where in both the problems encountered and the success achieved, as well as areas to accelerate personal growth in the future. 
[bookmark: _Toc182602225]Objectives for the Housekeeping department placement.
· Develop Practical Skills Across Hotel Departments: It allows gaining hands on practices related to housekeeping, maintenance, and front office operations.
· Enhance Time Management and Task Prioritization: Under time constraints, learn to manage tasks well, especially in areas of very high demand such as housekeeping to increase efficiency and productivity.
· Strengthen Communication and Conflict Resolution Skills: Develop solid interpersonal communication skills for resolution of complaints and handling guest interactions with a high degree of expertise.
· Acquire Basic Technical Knowledge: Understand how to perform established technical tasks, like minor plumbing and equipment checks, quickly, and primarily.
· Improve Adaptability and Problem-Solving: Work toward developing the capacity to solve problems enthusiastically and with flexibility.


[bookmark: _Toc182602226]Section 1: Reflection on Experiences and Personal Development
[bookmark: _Toc182602227]Description
At Best Western Abbots Barrets where I completed a six-week placement, I rotated through housekeeping, maintenance, front office. In housekeeping, I room prepared and worked in a very clean in a strict manner under tight deadlines. I did maintenance and assisted minor repairs and equipment checks. I took care of guest check ins, handled inquiries, and managed complaints. The challenges of each department stressed new skills for me (Adeani, Febriani and Syafryadin, 2020).
[bookmark: _Toc182602228]Feelings
At first housekeeping was fast paced and I was overwhelmed being anxious about meeting the expectations so I was extremely worried. Over time as I learned from more experienced colleagues my confidence grew, and I felt I was getting more accomplished. The initial feelings of inadequacy during an initial maintenance rotation subsided with this once I started asking questions and observing others (Changwong, Sukkamart and Sisan, 2018). The front office was stressful because I was handling guest complaints, but when I’d get something that I’d solved successfully I would get a sense of pride and satisfaction.
[bookmark: _Toc182602229]Evaluation
It was a mix of achievements and difficulties. Despite physical strain, I tried to reduce my time in housekeeping (improving my efficiency) in order to get positive feedback, which increased my confidence. In the maintenance I really had frustrating moments because I didn't know much technical but I grew going from the team. My conflict resolution skills grow with time in front office, which are rewarded with moments like calming an angry guest and getting gratuity (Griffin, Phillips and Gully, 2020).
[bookmark: _Toc182602230]Analysis
Initially, my housekeeping is challenged because I’m unfamiliar and underestimate the amount of work there is, but it’s taught me through observation. The maintenance rotation also showed me what technical knowledge I still needed and motivated me to look for guidance, just learning on my own wasn’t enough. Managing guest complaints allowed me to learn how to listen actively and communicate clearly and empathetically, building my confidence and composure in high pressure situations in the front office (Organ, 2018). Seeing this in my work experiences, it was a highlight of my professional development that adaptability and feedback are all crucial individuals.


[bookmark: _Toc182602231]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc182602232]Description
I subsequently developed work-based skills and technical knowledge across departments within the placement. In housekeeping I adjusted my time management and task prioritization to turn rooms on time. New, difficult maintenance found me learning basic repair skills – minor plumbing and equipment checks. Inside a front office, I grew my communication and conflict resolution skill while interacting with guest and resolving their concern (Pieper et al., 2021).
[bookmark: _Toc182602233]Evaluation
Probably one of the biggest achievements was that I managed to improve my efficiency in housekeeping — I began to make decisions on how I allocate my time and what tasks to prioritize. But maintenance became tricky since I was lacking hands on experience with the job, thus I was not always prepared. Although I was initially unable to make quick decisions in complaints, training my front office skills and how to talk to guests during stressful situations has ultimately helped my communication skills (Schoch, 2021). 
[bookmark: _Toc182602234]Analysis
My housekeeping experience showed me how to strike a balance of speed and thoroughness, which much accelerated with continued practice with an eye watching and modelling experienced staff techniques. Challenges in maintenance taught me that a proactive learning and seeking help can reduce, not only the time, but also put obstacles into gains of knowledge. From the front office, I learned that you can’t win an argument with active listening and empathy, which I discovered by making guest complaints as smooth as silk (Sekarwinahyu et al., 2019). In sum, these experiences reaffirmed the importance of technical skills, time management, and good communication for operational success.


[bookmark: _Toc182602235]Section 3: Reflection on Organizational Issues
[bookmark: _Toc182602236]Description
It also gave insight into organizational issues such as cross departmental coordination and overload management. Things seemed to get stuck during high occupancy periods because the lines of communication between housekeeping, maintenance and the front office sometimes broke down and things slowed. In addition, staffing shortages in the housekeeping sector placed pressure on delivery of service and led to a bad morale in the employees (Stehle and Peters-Burton, 2019).
[bookmark: _Toc182602237]Evaluation
I learned about the experience navigating these challenges and from it found that despite the hotel having general communication protocols there were still gaps. It often caused service delays, and was negatively affecting guest satisfaction, when coordination was not clearly defined. However, on a positive side the leadership of the general manager and supportive culture provided a good environment for feedback and team work was also obvious (Organ, 2018).
[bookmark: _Toc182602238]Analysis
It also pointed the need of clear communication channels and allocation of resources. But there was often miscommunication between departments, and during busy periods the inefficiencies of how information was shared came to the force. Watching how leadership handled these issues made me learn that building a conducive attitude is likely to promote collaboration and readiness. Within these lessons were the emphasis on the need for good coordination and clear protocols to maintain service quality as well as well-being of the employee (Schoch, 2021).


[bookmark: _Toc182602239]Section 4: Action Plan
From this reflection I’ve learnt important things regarding my professional growth and how I can improve in the hotel management which have spurred in me a greater commitment to living a life of constant learning and adaptability in the hotel management (Changwong, Sukkamart and Sisan, 2018).
[bookmark: _Toc182602263]Table 1: Action Undertaken
	No of Task
	Action Undertaken

	1
	I’d also go through training for the technical maintenance skills to become more confident and independent in the technical maintenance part.

	2
	Take customer service workshops to increase the skills I have in conflict resolution, and to reinforce my communication skills.

	3
	It's important to seek out mentorship opportunities for leadership and training skills to be armed with to do our part in guiding and instructing our team members in the future.

	4
	Use personal stress management techniques, such as time blocking and deep breathing exercises to keep from breaking down under peak periods’ and electrical repair courses.

	5
	Attend customer service workshops to enhance my conflict-resolution strategies and reinforce my communication skills for handling guest issues more smoothly.


[bookmark: _Toc182602240]Conclusion
This placement experience has been a huge part in helping form my understanding of hotel operation and my strengths and weaknesses. What I did find though is that while I can certainly adapt to physically and mentally arduous environments, I lack stronger technical and problem-solving skills, namely in those of maintenance. This experience also highlighted for me my ability to stay cool and do my best to communicate even in these difficult customer service experiences.
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