

Reflective Learning Log
Placement at Wivenhoe House Hotel – Housekeeping Department
Overview of the Housekeeping Department


During my placement at Wivenhoe House Hotel, I shadowed the Housekeeping Supervisor, which allowed me to understand how crucial this department is in shaping the guest experience. The housekeeping team ensures every guest feels welcomed into a clean, comfortable, and well-maintained environment. At a luxury property like Wivenhoe, where expectations are high, the supervisor's role extends beyond checking rooms. It’s about motivating the team, solving problems quickly, and working closely with reception to make sure rooms are ready on time while maintaining the highest possible standards.
Before this experience, I underestimated how complex housekeeping operations could be. It’s not just about cleaning; it’s about coordinating people, managing time pressures, responding to unexpected issues, and ensuring guests' first impressions exceed expectations.

Reflection Model
This reflection is structured using Kolb’s Experiential Learning Cycle (1984), which involves four key stages:
1. Concrete Experience
2. Reflective Observation
3. Abstract Conceptualisation
4. Active Experimentation

Placement Learning Objectives
· Build confidence in leading and supporting a housekeeping team.
· Learn how to manage guest expectations through effective communication.
· Understand how to prioritise tasks during high-pressure periods.
· Develop technical knowledge around hygiene standards, safety, and quality control.
· Improve problem-solving skills, especially in unexpected situations like maintenance issues or guest complaints.

Reflection Using Kolb’s Cycle
1. Concrete Experience
One of the most intense days during my placement was when the hotel was operating at nearly full occupancy, and we had a high number of check-outs and check-ins on the same day. I was shadowing the supervisor, and by mid-morning, we were already falling behind. Two team members had called in sick, and one of the suites had a last-minute issue with a leaking shower, which delayed us significantly.
I remember feeling the tension rising as reception called repeatedly to check on the status of rooms. Guests were arriving early, and pressure was building. The supervisor, however, remained calm. She quickly rearranged the room allocation, shifting team members to focus on priority areas and taking time to explain the situation to reception so they could manage guest expectations.
What made this experience memorable was being part of the solution. The supervisor asked me to check the progress of certain rooms and report back, which made me feel trusted and involved. I also helped by preparing fresh amenities and ensuring that 
completed rooms were double-checked before marking them as ready.
2. Reflective Observation
Looking back, I realised how much the supervisor’s attitude shaped the team's response. Even though the day was stressful, her calm and clear communication stopped things from getting worse. I could see how easy it would be for small issues, like a forgotten towel or a missed dusting spot, to slip through under pressure.
What struck me most was the importance of teamwork. Everyone knew their role and supported each other, and I noticed how much the supervisor made an effort to check in on staff, praise them, and keep morale high. I reflected on how, without her guidance, the team could easily have become overwhelmed, which would have directly impacted the guest experience.
3. Abstract Conceptualisation
Through this experience, I saw practical examples of Tuckman’s Team Development Model (1965), particularly during the “performing” stage, when the team worked efficiently and cohesively even under stress. I also saw how the supervisor’s use of positive reinforcement aligned with Herzberg’s Motivation Theory (1959)—by acknowledging hard work and showing appreciation, she kept everyone motivated.
Additionally, the situation made me reflect on Grönroos’ Service Quality Model (1984), which stresses both technical quality (like how clean a room is) and functional quality (how the service feels to the guest). That day, it wasn't only about getting rooms ready; it was about how we communicated delays and handled guest expectations.
I began to understand that even if the physical product (the room) is perfect, if the guest feels uninformed or ignored, their satisfaction drops. That balance between doing the job well and making guests feel valued is something I had only read about before. This experience brought it to life.
4. Active Experimentation
After this day, I started actively thinking about how I could apply these lessons in my own practice. I focused more on:
· Communicating clearly and calmly, even when under pressure.
· Supporting colleagues by checking in and offering help where needed.
· Double-checking my work to prevent small mistakes from becoming bigger problems.
· Being more aware of the guest perspective—thinking about how delays or issues affect them and how I can help reduce the impact.
Looking ahead, I want to take on more leadership opportunities, even in small ways, by offering suggestions or helping manage tasks during busy times.

Critical Evaluation of Work-Based Skills and Technical Knowledge
My placement highlighted that housekeeping isn't just physical work; it's also emotional and strategic. I improved:
· Technical knowledge – Learning the correct use of cleaning products, following health and safety guidelines, understanding room standards, and conducting thorough inspections.
· Soft skills – Time management, problem-solving, teamwork, and leadership.
I saw firsthand how these skills keep the department running smoothly. Without good communication and leadership, even the best technical skills can't prevent guest dissatisfaction during high-pressure days.
When I compare this to my earlier years of study (Level 4), I used to focus mainly on guest-facing roles and thought housekeeping was more of a background function. Now, in my final year, I see how integral it is to the guest journey. This placement shifted my perspective. It's clear to me now that without housekeeping excellence, the rest of the guest experience can't shine.

Guest Service Issue Example
One issue I dealt with was when a guest complained that their room wasn’t ready at check-in. They were frustrated, having just travelled a long distance, and reception was under pressure. The delay was partly due to the earlier maintenance problem with the leaking shower.
Impact:
· Guest: Left with a poor first impression.
· Housekeeping: Rushed to finish the room, increasing the risk of mistakes.
· Hotel: Risked receiving negative feedback.
Solutions:
· Introduce a better communication system between housekeeping and reception to update room status in real-time.
· Offer small gestures of goodwill, like a complimentary drink or a late checkout.
· Make sure someone explains the reason for the delay clearly and apologetically, showing empathy and understanding.
This reminded me of the Service Recovery Paradox (McCollough and Bharadwaj, 1992), which suggests that if handled well, complaints can actually improve guest loyalty.

Future Action Plan
· Continue developing leadership skills, perhaps by leading small teams.
· Take part in complaint-handling training.
· Keep learning about health and safety standards.
· Focus on building positive relationships with colleagues to support team success.
· Always consider the guest’s perspective when prioritising tasks.


Conclusion
Shadowing the Housekeeping Supervisor at Wivenhoe House Hotel was truly a transformative and eye-opening experience that has had a lasting impact on both my professional development and personal growth. Before this placement, I underestimated just how much responsibility, coordination, and leadership is required to manage the day-to-day operations of a housekeeping department, particularly in a high-end hotel setting where guest expectations are exceptionally high. Throughout my time observing and supporting the supervisor, I gained a deep appreciation for the complexity of housekeeping operations and the crucial role they play in the overall guest experience.
One of the most significant lessons I will carry forward is the importance of staying calm and solution-focused, even under intense pressure. I witnessed firsthand how a strong, supportive leader can hold a team together during the busiest of days, ensuring that standards remain high and the team feels valued and motivated. This has inspired me to develop my own leadership style—one that prioritises clear communication, empathy, and positivity—because I now understand how these qualities directly influence both staff morale and guest satisfaction.
Additionally, this experience reinforced my belief that behind every flawless guest experience is a dedicated, hardworking team whose efforts often go unseen. It taught me that guest service excellence does not depend solely on front-of-house staff, but is equally driven by those working tirelessly behind the scenes to create a welcoming, clean, and comfortable environment. The smallest details—such as the freshness of linens, the shine of a bathroom, or the quick response to a maintenance issue—make all the difference in how a guest perceives their stay, and it is the housekeeping department that carries much of this responsibility.
Looking ahead, I feel more confident in my ability to take on leadership roles within hospitality. I now have a clearer understanding of how to manage pressure, coordinate tasks effectively, and support a diverse team to meet demanding service goals. I am motivated to apply these insights in my future career, whether that means stepping into a supervisory position myself or simply being a stronger, more reliable team member who contributes to the success of the operation.
Ultimately, this placement has shown me that the most successful hospitality professionals are those who combine technical knowledge with emotional intelligence, and who recognise the value of every individual within the operation. These insights have not only prepared me for future challenges in the industry but have also shaped the type of professional I aspire to become—one who leads with respect, supports their team, and remains committed to delivering memorable guest experiences through collaboration and excellence.
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