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Guest satisfaction plays a vital role for the hotels that are based on certain criteria and factors. One such pivotal factor lies in the housekeeping services, which ensure that the hotel premises are clean, hygienic and aesthetic (Fallon and Rutherford, 2010). For the placement, I was provided the role of a Housekeeping Intern in the Ibis Hotel Birmingham New Street Station, offering services related to cleaning guest rooms, restocking supplies, and learning the standards of hotel cleanliness. In this context, I hoped to achieve three respective objectives, namely mastering the standard operating procedures (SOPs) of the housekeeping process, developing expertise in cleaning techniques and management of time and boosting my collaboration and communication skills. 
[bookmark: _hb844aihrlxi][bookmark: _Toc199255740]Section 1: Role Reflection
The below-mentioned section will showcase valuable insights from the experience gained in the placement through the Gibbs reflective model. The concerned model seems to be an effective modular presentation that includes six components to describe the reflection of an individual (Hashim et al., 2023). 
Description
During the placement at the Ibis Hotel, Birmingham New Street Station, I held the role of a housekeeping intern, performing activities related to hotel room cleaning, restocking the hotel inventory and learning various aspects of hotel cleanliness standards. During this duration, I realised and attained a few skills that are required for an individual working in this domain. Such skills include effective communication, problem solving, teamwork and decision making. 
Feelings
Working as a housekeeping intern at the hotel provided me with a mixed feeling of excitement and exhaustion at the same time. On one hand, having an aim to excel in this industry was fulfilled by the learning gathered through this placement, while on the other hand, joining the hotel in the park season made me perform a lot of activities on regular basis which was quite tiring and made me exhausted at the end of the day. 
Evaluation
While working at the hotel as an intern, I observed one of my seniors cleaning a guest room in just 15 minutes with utmost hygiene and cleanliness. This taught me the skill of time management and performing respective duties within the desired time frame, before the new guests arrive. The second incident was related to me; in such a case, I failed to clean the dust properly from the corner of the window of a room, which resulted in my being scolded by the seniors. This incident taught me a lesson about effectively performing the duties of the workplace, whatever the situation. Compromise in the workplace is not considered to be an option, instead, one should focus on finding an alternative to perform the same task in some alternative way if time is short (Fowler, 2023).
Analysis
To analyse the learnings from the placement, it can be said that throughout this journey, I have gained various knowledge regarding housekeeping and have addressed and identified my own strengths and weaknesses. In context to the strength, I have good communication and problem-solving skills, which enable me to communicate with my seniors and solve the problems thereon. On the other side, a deficiency in time management seems to be a weakness of mine, which I need to boost over time, following the working style and techniques from the seniors.
Conclusion
To conclude, it can be stated that it is been quite an interesting and educational journey for me as a housekeeping intern. Besides learning new and effective insights of the working process in the housekeeping department, I got the opportunity to showcase my talents and assess the areas in which I need to develop in order to attain my future aim in an effective way. 
Action Plan
The following is the set of actions that needs to be included to ensure a more sophisticated professional development.
· Further improving the techniques and knowledge of the housekeeping process
· Gaining a comprehensive understanding of the daily workflow and procedures within the housekeeping department.
· Developing an effective professional network within the hospitality industry, thereby exploring more career opportunities (Torrington, 2020).
[bookmark: _xr89atr3kq6c][bookmark: _Toc199255741]Section 2: Management Performance & Guest Service Analysis
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In the concerned placement, leadership approaches did impact the staff motivation and efficiency to a positive extent. In relation to the modules taught, a democratic leadership style was followed by the respective leaders in the hotel. Such a leadership style encompasses the process of working together effectively by valuing the opinions and views of the employees by the leaders (Imran et al., 2025).  
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During the placement, I felt that the industry standards were upheld in relation to the legal compliance and regulation of the UK hotel industry. The inheritance of Health and Safety at Work Act 1974 was strictly followed, maintaining the health and welfare of the employees working (msl-ltd.co.uk, 2025).  
[bookmark: _yl8gi1qb6e9s][bookmark: _Toc199255744]Culture & teamwork
The culture of the Ibis Hotel, Birmingham New Street Station, highly influenced the experiences of the working staff and guests. Embracing the iceberg model makes enterprise policies visible and clear, such that they align with the respective behaviours of individuals (Wellwood, 2024). The practice of the same resulted in benefiting us and the guests visiting the hotel to provide and receive an effective set of services. 
[bookmark: _6m9pkx11x31m][bookmark: _Toc199255745]Marketing & guest experience
The expectation of the guests was strictly managed and enhanced by following their needs and demands. Every guest visiting a hotel expects a clean and hygienic room with all the required amenities in place (Kalgi and Hire, 2024). As an intern, I tried my best to perform my duty of cleaning and arranging the rooms in a routine way, thereby making the guests feel satisfied and content on visiting the place. 
[bookmark: _7nb4ewhw8ked][bookmark: _Toc199255746]Section 3: Guest Service Improvement Plan
[bookmark: _6yuzyi9dedkc][bookmark: _Toc199255747]Identification of the key issue affecting guest service in the housekeeping department
One significant issue affecting the guest service within the department of housekeeping involved poor maintenance of cleanliness standards. The presence of such an issue can led to a major rate of customer dissatisfaction, thereby reducing the customer base of the hotel (Evryastuti et al., 2022). 
[bookmark: _wmuh88gkj9mg][bookmark: _Toc199255748]Significance of the issue
The primary thing that an individual customer expects on visiting a hotel is the maintenance of hygiene and cleanliness. This acts as a pivotal factor for the customer getting satisfied prior to experiencing any other activities (Mangco and Andales, 2023). Situations when the hotels fail to do the same become an issue both for the organisation and the customers. In this context, it is to be said that the housekeeping department is held responsible for such issues and needs to penalise them for the occurrence of any discrepancy (Mohammad et al., 2022). 
[bookmark: _y83osouw5914][bookmark: _Toc199255749]Improvement plan
Step 1: Assessing the procedures of current cleaning methods and coming up with an effective baseline
Coming up with a standardised room inspection checklist in which the hierarchy will be checking each of the rooms cleaned by the respective staff. This will result in identifying the root cause of the issue and setting a benchmark for the activity. 
Step 2: Implementing training and development of the employees working in the housekeeping department
Adequate training to be provided to the interns like me to get accustomed to the working practice, thereby reducing the number of faults in the room cleaning process. 
Step 3: Monitoring, evaluating and adjusting with changes
In the last step, proper monitoring needs to be performed with individual evaluation of the housekeeping employees and making them adjust to the changing working patterns, ensuring utmost guest satisfaction.  
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The conclusion boils down to the fact of my attaining the desired objectives as identified above, effectively. Through the detailed guidance of the seniors and working practices, I have been able to gather detailed insights on the duties and responsibilities that a housekeeping employee needs to take care of and address the key issue of cleanliness, such that the customers and guests are always satisfied. 
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