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This reflection is based on the well-known Gibbs Model of Reflection, an established framework that is recognized for its structured way of achieving deep introspection and critical analysis. Comprised by Graham Gibbs in 1988, this model consists of six independent stages where each stage (Adeani et al., 2020) is a stepping-stone that leads to the complete period of the placement experience in Maldron Hotel's housekeeping department. 
Housekeeping placement at Maldron Hotel 
Introduction: 
During my placement at Maldron Hotel, I learned a lot by being part of the housekeeping team and got a great insight into how to ensure guest rooms are in excellent condition for the stay of clients. The purpose of this reflection is to apply the Gibbs Model of Reflection to discover my feelings, thinking, and learning during my placement experience (Markkanen et al., 2020).
Description: 
During the period of my placement as a housekeeper, most of my duties consisted of cleaning and preparing guest rooms, restocking amenities, and placing them for newcomers. Besides, along with managing guest demand, I helped in accommodating their needs, and by this, I contributed to the guest service experience (Andrade et al., 2021). Effective communication and professionalism were the key factors that were used to provide the guests with a nice time for their stay and to maintain the hotel's reputation for cleanliness and quality service.
Feelings: 
I felt a range of feelings such as excitement, fear, and satisfaction amongst others as my placement progressed. The first few weeks had me feeling a little overwhelmed compared to the fast-paced surroundings and the responsibilities I was supposed to meet. However, with time, I managed to accommodate within the environment, and I was able to build my confidence. Managing guest inquiries and requests during peak times was a challenging but rewarding task as it helped me to upgrade my problem-solving capabilities and contribute to guests' friendly experiences (Bhatnagar & Dheeraj, 2019).
Evaluation: 
While considering my performance, I discovered that I have improved my attention to detail, time management, and ability to work under pressure. I realized that I have some weak points, especially in the case of prioritizing and dealing with unexpected events (Hamid et al., 2020). My practice made stronger my ability to do many tasks at the same time, to resolve any conflict in a team, which is a great asset for hospitality (Clarke et al., 2018).
Analysis: 
My internship provided me with valuable insight into the crucial role of the housekeeping department in making guests satisfied and maintaining the hotel's reputation. Interacting with guests and team members, I always try to pay attention to the importance of effective communication, professionalism, and attention to detail in the delivery of great quality service (Nimri et al., 2020). Such interchanges made my perception of customer service even deeper and provided evidence of the role of a hospitable and effective environment for the guests (Choy et al., 2021).
Ethical and Cultural Considerations: 
When I was in training, I met guests of various cultural backgrounds, and this required being attentive to my speech and service delivery. I had to get used to the idea of adapting my methods of handling certain situations to address cultural differences and make sure that all the clients were treated equally and fairly (Tra, 2020). Ethical issues were critical and from them, primary importance is given to guest privacy and confidentiality which leads to guest trust and confidence (Chela-Alvarez et al., 2022).
Conclusion: 
I found my internship at the Maldron Hotel's housekeeping department both challenging and beneficial. It allowed me to tackle the operational side of hospitality and understand the issues involved, and my communication, problem-solving, and teamwork skills were all enhanced. The advantages of this experience are that I acquire comprehensive knowledge in the hospitality industry and the importance of life-long education and career development is strongly emphasized.
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	Trip Advisor Review Response 150 words +/-10%

	

Response from the General Manager at Maldron Hotel Newcastle
Dear Susanj R
We are glad that you have positive feedback about the quality of our service and facilities during your visit to Maldron Hotel. Our team feels pride in providing the best service, and it’s great to hear that you found the hotel updated, clean, and convenient. We are grateful for your positive acknowledgment of our staff members, especially Scotty and Sandra who is Edwards Coaches, who tried to meet customer demands. We also appreciate your compliment to the housekeeping team about their job. Such a positive review is very precious for the hotel Maldron team as well as management. We are waiting for your visit to our hotel and would be very glad to host you once again. Thanks for choosing Maldron Hotel.




	Screen shot of referenced Trip Advisor review used:
(Susanj R.,2024) 
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	Letter of complaint response 500 words +/- 1-%

	Mrs. Joanna Blake
558 Longford Road
Swansea
SA1 2AR
April 27, 2024
Subject: Response to Your Concerns (Stay at Room 330)
Dear Mrs. Blake,
We appreciate that you provided valuable feedback to us on your experience during your stay in our hotel. I am sorry to learn that your visit is not of the quality that we promised to provide for our guests (Cenni & Goethals, 2020). Thank you for your feedback, this will help us in the process of enhancing and addressing the matters that cause the low satisfaction of our guests and make the experience of guests uncomfortable (Rasouli et al., 2022).
I am truly sorry for the condition of cleanliness in your room that failed to adhere to the standards of cleanliness expected from the hotel. I know that it is unacceptable to have stained and dirty bed sheets and poor condition of washroom cleanliness. Management speaks with the housekeeping department about implementing strict protocols and monitoring the check of rooms before they become available to guests (Ho, 2018). We are introducing extra training programs to prevent the repetition of a similar mistake.
The Wi-Fi service is a crucial factor to consider and the need for a reliable internet connection, especially when work calls require connectivity, cannot be ignored. We demanded our internet service provider to enhance the speed and reliability of the connection. We will make sure that all our guests can enjoy the internet without interruption during their stay at our hotel.
I apologize for the noise disturbance you might have encountered. we normally take pride, that we make sure that guests are comfortable in a peaceful environment. We will consider the noise barrier between rooms and analyse our guest placement strategy where we pay particular attention to the room assignment when it comes to peak hours or events (Fernandes & Fernandes, 2018). It is disappointing to hear that our staff did not display the professionalism as expected from them. This feedback has been shared with the department heads, and we are considering methods to improve the response and assistance of our staff while responding to guest inquiries and demands (Hu et al., 2019).
Mrs. Blake, I want to invite you back for a Complimentary stay to enjoy a comfortable experience as you have expected from us before (Sann & Lai, 2020). Contact us directly at your convenience. We will be very pleased to arrange your stay at our hotel. Sir if you want to discuss this matter further, our team will be available at your convince to speak with you (Shams et al., 2020). We make sure that our staff provides the best care and experience to each guest who stays with us, and I hope that we can have the opportunity to restore your belief in our hotel and get your trust back. 
Yours sincerely,
Hotel Management.
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< See all 90 hotels in Newcastle upon Tyne

Maldron Hotel Newcastle Deals About Location Reviews

‘ Susanj R wrote a review Yesterday

- 2 contributions
G0000

Very, very satisfied customers

Excellent Hotel. Modern, clean and everything you should expect from an hotel. All the Staff
were so helpful and polite, from the Reception Staff through to the Waiting Staff. A special
mention for Scotty for organising porridge and warm croissants for Sandra (Edwards Coaches).
Housekeeping refreshed our room every day with new towels. Thank you, we really did

appreciate this. Cannot praise this hotel and it's staff highly enough. Would definitely stay there
again. Thank you.

Read less a

Date of stay: April 2024

Trip type: Traveled with friends
Room Tip: Enjoy being waited on!

See more room tips
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