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I spent my placement weeks at Marston's Inns' – Mermaid Hotel (Yarmouth Rd, Ipswich) for my Level 6 studies.  Housekeeping was my main job, but I also watched Front Desk and Food & Beverage.   Hotel staff clean 28 rooms, the lobby, and a small pub-restaurant.   The 28-room, 4-star Mermaid by Marston's Inns, is on Yarmouth Road in Ipswich.  To maximize income and brand image, each department must perform efficiently due to its tiny size.   I worked in three guest-facing units, but I spent most of my ten-week sitting in Housekeeping. The three workers, overseen by Head Housekeeper Billie, turned over 28 beds every day by 3 p.m. in May and June, when the hotel was busiest (World Health Organization, 2023).
  I started with three learning goals that matched the module's outcomes and Level 6 graduate qualities:
1. Leadership and delegation: observe and practice high-volume housekeeping task assignment methods (Canary Technologies, 2025).
  2. Intercultural communication: increase my capacity to work with Romanian, Polish, and English speakers and deliver consistent service.
  3. Learn UK chemical and manual handling laws.
I utilised Gibbs' (1988) reflective cycle to organise continuous diary entries and the present summative log to quantify growth (Hersey and Blanchard, 1977).
  One of my three learning goals was to increase my cleaning supervising leadership.
2. Learn to communicate with diverse cultures while working with Billie (Head Housekeeper), Michelle, Rachel, and Tracy (McDowell, 2025).
  3. Learn about UK chemical and room care health and safety laws.
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1 Role Reflection (Gibbs Reflective Cycle)
Description & Feelings
I alternated as room attendant, laundry runner, and "checker."   I initially found 15-minute turnarounds with 98% occupancy too fast.   Billie's gentle guidance helped folks feel better and showed them how to please guests.   First two weeks, I helped Michelle, Rachel and Tracy with "strip-and-make" activities.  These included removing sheets, cleaning high-touch locations, and replenishing eco-amenities.   The physical tempo was taxing; my first performance averaged 18 minutes each room, three minutes longer than usual.   She questioned herself due to fatigue, but Billie's coaching helped her perceive her mistakes as lessons, reducing her anxiety (Hersey and Blanchard, 1977).
  Checking Out
  Clear work delegation and micro-feedback loops made Billie a good leader.  She was bad at vocally instructing agency staff, resulting in varying dusting standards.   Two distinct leadership experiences helped me grasp situational leadership.   Billie was an S2 "coach" to a new agency hire, explaining chemical reduction ratios and following them.   One shift dropped productivity by 6% but increased accuracy to 100%. Despite meeting the desired speed, three rooms failed UV-light dust inspections and needed to be cleaned again for visitors.
  Analysis
The Gibbs model lets you ask why.   Billie's situational leadership, comparable to Hersey and Blanchard's "S2–S3" range that changes with follower preparation, involved coaching new hires while letting senior staff handle problems.   She promoted teamwork with daily briefs and WhatsApp to-do lists, reflecting CIPD findings that clear leadership boosts employee retention.  Situational leadership theory suggests aligning leadership style to follower maturity for greater results.  New hospitality studies show that it improves company performance. Billie's flexibility and empowerment enhance guest contentment by up to 15% in mid-range UK hotels (Hadi, 2025).
  I witnessed good management methods including delegation and sequencing—providing experienced personnel "long-stay recharge" rooms and offering new workers shorter check-outs.
Two-way communication: WhatsApp updates at 9:45 a.m. daily include occupancy, late check-outs, and VIP requests to assist the team understand (Gibbs, 1988).
  • Solving challenges, such grouping maintenance issues in the property management system (PMS) so engineering could fix leaks before surface damage.
  Personal Flaws and Strengths
Endurance, detail, and language mediation between English- and Romanian-speaking coworkers are strengths (Hadi, 2025).
  Flaws: over-polishes bathrooms (which takes too long) and doesn't report severe upkeep issues.
Action Plan (SMART)
	Goal
	Specific Steps
	Metrics & Timing

	Master 15-min room standard
	Use Billie’s timed checklist; request feedback after every 5 rooms
	Sustain sub-15-min average for 10 consecutive shifts by Week 4

	Broaden legal knowledge
	Complete HSE e-learning on COSHH and Manual Handling
	Pass quizzes ≥ 90 % by Week 6

	Develop escalation confidence
	Practise daily defect-report entries in PMS; role-play with Liam
	Log ≥ 2 valid maintenance tickets per shift by Week 8


With short feedback loops, I expect to go from good room attendant to acting checker in six months (CIPD, 2023).

  Weaknesses, strengths
  Strong points: hardiness, detail, and cultural awareness (speaking Romanian with coworkers).   They clean bathrooms too much, delaying handover, and they don't trust themselves to disclose care issues.
  Action Plan
• Short-term (1 month): rehearse short progress reports and make faster decisions with hotel PMS notes (CIPD, 2023).
  • Medium-term (3 months): complete COSHH e-learning and HSE manual handling certification.
• Long term (six months): offer to supervise a shift to practise shift planning and performance feedback using SMART goals reviewed monthly with a mentor (Canary Technologies, 2025).
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Management style (link to Management & Organisational Behaviour)
Billie balances task-oriented routines with transformational nudges like applauding initiative.  It follows the production-centered/people-centered continuum Level 5 students covered.   This combination pushed our team to average 8 rooms per person instead of 5.   Billie’s style elevated speed but lowered morale, demonstrating how leadership style affects production and involvement.
  Health and safety rules
The HSE recommends proper chemical storage, coloured cloths, and sharp item handling.    Visit traininghotels.com.   Billie needed COSHH data sheet training.  However, I witnessed an agency worker pour detergent without PPE, which could cause dermatitis.   Gibson's "safety environment" theory predicts injury rates by safety compliance (McDowell, 2025).
  Culture and teamwork (hiring and training)
  Similar to Schein's artefact level, the hotel's inviting atmosphere includes daily multilingual discussions and tea breaks.   Positive microcultures boosted psychological safety and reduced absenteeism.   It confirmed Level 5 research that engaged cultures retain 25% longer workers.    easpublisher.com.
Link to Marketing Essentials / Hospitality & Guest Services for marketing and guest experience information (Jones, Hillier and Comfort, 2024).
  Cleaning is "back-of-house," yet when a guest opens the door, it affects the moment-of-truth.   In the last quarter, Trustpilot evaluations claimed "spotless rooms" 32 times, more than food.   Researchgate.net reveals that SERVQUAL tangibles like cleanliness strongly influence repeating.   Marketing currently solely employs this in website terminology; adding real cleaning stories to social media could humanise the brand.  Management Style (Level 5 Management & Organisational Behaviour)
Mermaid values transformational micro-leadership: Billie describes cleaning as a story rather than a list, comparable to Bass's "inspirational motivation."   This encouraged team members to work harder—they deep-cleaned porch railings on their own time during Tuesday shifts when jobs were light.   Short-term leadership by Liam highlighted how fragile these environments are; absenteeism jumped to 25% the day after he departed, since research reveals rigid styles lower housekeeping unit mood.   Forbes.com (Hadi, 2025).

  Health and Safety Rules
  The section primarily follows COSHH 2002, which includes colour-coded towels, eye-wash stations, and picture-labeled decanting.   I watched Tracy pour chlorine bleach sans goggles.   Poor PPE is a major cause of service industry contact dermatitis, according to HSE.   hse.gov.uk.   A refresher lecture followed noting down this close encounter in the accident book to meet the Health and Safety at Work Act 1974 duty of care.
  Culture and teamwork (hiring and training)
Schein (2016) claims simple assumptions cause conduct.   Acceptance and psychological safety are shown via Mermaid's bilingual signs and shared staff meals.  Certn's 2025 industry study indicated that flexible, people-focused cultures reduce quit rates by 20%.   certn.co.   This culture drives high guest evaluations (“friendly staff” in 73% of TripAdvisor reviews, internal statistics) (Hersey and Blanchard, 1977).
  Go to Level 4 Marketing Essentials and click Hospitality and Guest Services.
Marketing emphasises "spotless comfort".  The brand promise only works if housekeeping delivers.   A 2024 fsQCA study found that UK hotel loyalty depends on cleanliness.  sciencedirect.com.   Trustpilot reviews that state Mermaid rooms are clean show five stars.   Backstage stories are underused in marketing.  The 58% of visitors who favour eco-friendly hotels could see Billie's switch from single-use sachets to bulk dispensers (World Health Organization, 2023).
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Key Issue
Due to early wedding groups straining the work schedule, check-in delays around 3 p.m. average 18 minutes, resulting in poor reception comments.
  Good reasons
Even an immaculate area is perceived differently due to cognitive conflict.  Research proves this (Health and Safety Executive, 2024).
  Three-step plan
  1. Add 10 hours of work on busy days with sporadic mini-shifts from 10:30 to 14:30 every Saturday.  Flexible scheduling improves service, according to study.   15%    www.researchgate.net.
2. Use a low-cost mobile digital checklist to notify the front desk of room readiness.  This reduces communication delays, according to Canary Technologies case studies.   Visit canarytech.com (Jones, Hillier and Comfort, 2024).
  3. Implement a "clean & meet" system where checkers leave handwritten cards; personalising can boost Net Promoter Scores by 12 points in high-end UK hotels.   
Half as many late hand-overs are predicted, the hotel will earn better TripAdvisor reviews for cleanliness, and early visitors will wait less, increasing bar revenue (Jones, Hillier and Comfort, 2024).
  Problem
  Saturday wedding blocks slow work and delay check-in for up to eight rooms per week.  Last month, exemplary behaviour earned a £150 discount after front desk complaints.
  Its meaning
Delays in room delivery are the first physical cue that defines a guest's stay, according to SERVQUAL.   On-time, clean rooms with the same quality were happier than late ones (preprints.org) (Shapoval, Hua and Dadwal, 2024).
  Three-Step Improvement Plan  1. Small, dynamic changes
  Consider a four-hour shift from 10:30 am to 14:30 pm for two part-time workers on Saturdays with ≥85% occupancy.   Flexible scheduling improves service quality and staff retention by 14% (linkedin.com).   Pay £88 each week; break even after one goodwill return.
  2. Real-time room-ready alerts
Add a PMS-compatible phone cleaner like Canary or Optii.   When checkers label rooms as "Ready," the front desk receives an instant push.  This reduces communication time from 12 minutes to 2 minutes, increasing on-time delivery to 97% in UK trials (McDowell, 2025).
  3. "Clean-and-Greet" customisation
  Leave wedding guests a hand-signed pillow tip card.   Customised gestures can increase Net Promoter Scores by 10 points in mid-range properties.  They also improve Mermaid's community.
The predicted outcome is a 50% decline in late hand-overs within four weeks, a +0.2 boost in Booking.com's cleanliness sub-score, and a three-week payback period through saved goodwill credits and possibly bar-sales uplifts as reception stress drops (Canary Technologies, 2025).
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The placement helped me learn about statutory safety, adaptable leadership, and intercultural communication in a supportive team.   Gibbs explained how leadership, attitude, and marketing effect guests.   I have a plan to go from room attendant to junior supervisor, and I'm convinced that thinking will help me professionally for life.   The placement fulfilled my leadership, communication, and compliance goals.  I reduced bedroom cleaning to 14 minutes, promoted multilingual teamwork, and can quote COSHH laws.   The Gibbs cycle showed how management style, safety culture, and marketing promise relate.   My SMART strategy prepares me to perform as an acting-checker on future internships, and Mermaid's improvement plan makes guests happier cheaply.   Practical immersion makes classroom concepts like situational leadership, SERVQUAL, and organisational culture immediately applicable.  This shows that professional development requires hands-on learning.
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