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Introduction
During my placement at Coldra Court Hotel in the UK, I was attached to the housekeeping department, which is among the fundamental segments of guest service operations. The housekeeping team is very important in ensuring cleanliness and comfort in the guest rooms, public areas, and staff quarters. This department is needed to maintain high standards of cleanliness and presentation of 151 bedrooms and many public areas at Coldra Court (Coldra Court Hotel, 2022). Among the services are the daily housekeeping of the rooms, the deep cleaning of the rooms, the laundry services, and the provision of other services requested by the guests, such as extra towels or extra bedding.
The housekeeping department operates under strict timelines and high expectations from the management and the guests. It also liaises with front office operations and maintenance teams, and it takes excellent communication and organisation skills.
The learning objectives of my placement were the following points:
· To learn about hotel housekeeping processes and time management.
· To examine leadership, communication, and decision-making in service teams.
· To improve personal proficiency in guest fault rectification and service level performance during stressful situations.
These goals helped me reflect on my placement and critically evaluate my experiences.
[bookmark: _Toc200587699]Section 1: Role Reflection
In order to critically reflect on my placement experience, I used the Kolb Experiential Learning Cycle (1984), a model comprising the following four phases.
[bookmark: _Toc200556072][bookmark: _Toc200587700]Concrete Experience
[bookmark: _Toc200585066]During my placement at Coldra Court Hotel, I was assigned as a Housekeeping Assistant, where I was responsible for cleaning rooms, replenishing supplies, and reporting maintenance requests. This also involved assisting with laundry duties and carrying out thorough cleaning tasks. I usually worked alongside a supervisor, which gave me the opportunity to observe different leadership styles in action.

[bookmark: _Toc200587701]Reflective Observation
Among the difficulties I encountered was the preparation of a room that had not been properly cleaned before the guest’s arrival. The front desk instructed me to inform the supervisor and provide the guest with an apology and a refreshment while the room was being re-serviced. However, the guest was clearly displeased with the situation. Although the supervisor resolved the issue by arranging for the room to be cleaned immediately and offering an alternative room, I observed that the initial breakdown in communication had delayed the response. This experience made me reflect on how the situation could have benefitted from greater initiative in problem-solving and improved communication between departments.
[bookmark: _Toc200587702]Abstract Conceptualisation
This scenario helped me to understand that the most important managerial competencies in housekeeping are:
· Leadership and Delegation: Effective division of labour helps to minimise stress and avoid wasted time.
· Communication: Clear communication between departments is crucial for improving guest satisfaction (Jaaffar et al., 2023).
· Problem-Solving: The ability to think ahead and make quick decisions is essential.
I also attended a very effective team briefing during which the supervisor clearly explained the daily room assignments, updated us on VIP arrivals, and addressed previous guest complaints. On that day, the team worked much more efficiently.
[bookmark: _Toc200587703]Active Experimentation
Based on these observations, I plan to develop my communication and leadership skills by seeking more peer feedback, participating in hospitality leadership workshops, and engaging in role-play scenarios involving guest complaints.


[bookmark: _Toc200587704]Action Plan
· Enrol in a year-long course focused on team leadership within the hospitality industry.
· Improve communication skills by rehearsing briefings in simulated workplace conditions.
· Request mentorship from senior hotel supervisors during future placements.
[bookmark: _Toc200585067][bookmark: _Toc200587705][bookmark: _Hlk200587164]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200585068][bookmark: _Toc200587706]Management Styles & Staff Motivation
Management & Organisational Behaviour (Level 5) proved highly beneficial to me. The leadership style at Coldra Court was a blend of transactional and democratic approaches. To monitor performance, supervisors conducted daily briefings, used checklists, and carried out spot checks (Manoharan and Ashtikar, 2025). This combination enhanced staff accountability without negatively affecting team morale. 
Additionally, I observed that employees became more proactive and productive because of active listening. The Situational Leadership Theory by Hersey and Blanchard was clearly applied, as managers adapted their approach depending on whether they were dealing with new recruits or experienced staff members (Giousmpasoglou and Marinakou, 2024). This adaptive approach had a direct impact on my motivation and efficiency—something that had been discussed in class and that I experienced first-hand during my placement.
[bookmark: _Toc200587707]Health & Safety Compliance
During my placement at Coldra Court Hotel, the Health and Safety at Work Act 1974, COSHH Regulations, and other relevant UK health and safety legislation were consistently observed. Daily checklists included the correct labelling and storage of cleaning chemicals, as well as manual handling training prior to laundry retrieval (Johnston et al., 2012). By applying classroom knowledge to real-world scenarios, I gained practical insight from participating in risk assessments carried out during deep cleaning procedures.
[bookmark: _Toc200585069][bookmark: _Toc200587708]Teamwork & Culture
This module provided me with a deeper understanding of how organisational culture, staff morale, and resourcing affect operational outcomes. During my placement at Coldra Court, I observed a strong emphasis on inclusivity and mutual respect. As a result, guest service standards were enhanced, and staff turnover appeared to be lower. Vinh, Hien, and Do (2022) find that teams with strong cultural alignment are 25% more effective and 30% more satisfied than those lacking shared values or teamwork. To support new housekeeping staff, the supervisor introduced simple language sheets to help them quickly grasp key terminology. This initiative fostered a greater sense of unity and collaboration within the team.
[bookmark: _Toc200585070][bookmark: _Toc200587709]Marketing and Guest Experience
The impact of branding and guest satisfaction on housekeeping was clearly demonstrated to me through this module. During my placement, our managers encouraged us to extend a warm and personalised welcome to guests, which often resulted in favourable reviews. They regularly analysed guest feedback and implemented action plans accordingly one example being the introduction of scented diffusers in the corridors to enhance the overall guest experience (Dai et al., 2025). These seemingly minor marketing decisions had a noticeably positive effect on guest satisfaction and reflected the direct link between service delivery and brand perception.
[bookmark: _Toc200585071][bookmark: _Toc200587710]Section 3: Guest Service Enhancement Plan
During my placement at Coldra Court Hotel, I observed that delays in luggage handling and related guest complaints within the housekeeping department were having a noticeable impact on guest service. A key contributing factor was the absence of a lift in the building. Guests—particularly elderly individuals or those with mobility difficulties—often found it challenging to carry their luggage to the upper floors. This led to a significant number of complaints at the front desk, as well as occasional negative reviews online (Papademetriou et al., 2023).
The problem was further exacerbated during peak periods, when housekeeping staff were fully engaged with cleaning duties and were unable to assist promptly with luggage support. This service gap is particularly significant, given that accessibility and convenience are recognised as critical dimensions of guest satisfaction (Wood, 2013).
In modern hospitality environments, guests expect not only comfort but also appropriate support and service. Physical barriers such as the lack of a lift may be perceived as a failure in service delivery. Furthermore, it could be argued that this situation potentially falls short of complying with the Equality Act 2010, which requires that reasonable adjustments be made to ensure equal access to services (Vinh, Hien and Do, 2022).
[bookmark: _Toc200587711]Improvement Plan
Step 1: Install a Lift System
Although the installation of a lift is a significant investment, it represents a long-term solution that aligns with the principles of universal design and complies with the Equality Act 2010. It would substantially improve accessibility for all guests, particularly those with mobility challenges. This step is also in line with industry standards and recent recommendations on inclusive hospitality (El-Said et al., 2024).
Step 2: Hire Dedicated Porter Staff
As a short-term solution, operational efficiency could be improved by assigning three to four employees as full-time porters during peak check-in hours. This mirrors practices in high-end hospitality establishments, where enhanced guest satisfaction is achieved through personalised assistance and differentiated service (Walker, 2021).
Step 3: Offer Complimentary Beverages at Reception
To reduce the perceived wait time and mitigate complaints, offering a welcome drink can help create a positive first impression. According to Bitner’s (1992) servicescape theory, emotional satisfaction is influenced by environmental factors such as refreshments and overall ambience (Fallon and Rutherford, 2010).
Together, these three steps are both practical and aligned with best practices for improving guest experience while supporting smoother operational flow.
[bookmark: _Toc200587712]Conclusion
This reflective learning log has critically summarised my housekeeping placement at Coldra Court Hotel. By applying Kolb’s Experiential Learning Cycle, I was able to evaluate key areas such as leadership, communication, and problem-solving through real-world experiences. The analysis of management performance highlighted how theoretical concepts from my modules can be effectively applied within the hospitality industry. I also identified a significant guest service challenge and proposed a feasible improvement plan, grounded in academic theory and aligned with industry best practices.
Reflecting on my initial learning objectives, I successfully developed operational insight and built constructive relationships with supervisory staff—meeting two of my stated goals. While I improved in resolving guest issues, I recognise the need for further training and experience to manage complaints more confidently and effectively under pressure.
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