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Introduction
My placement experience at Leonardo Hotel East Midlands allowed me to participate in Housekeeping Operations that form the core of the hotel's guest service delivery system. The hotel caters to both business travellers and event guests and families since it resides close to East Midlands Airport. The hotel maintains excellent service standards through its extensive guest accommodations by continuously ensuring cleanliness and hygiene and ready rooms that define guest satisfaction (Cousins, Foskett and Cailein Gillespie, 2005).
The satisfaction of hotel guests depends on housekeeping service quality because this directly affects guest experiences and rating outcomes. I worked in this role by helping with room preparation activities while managing linen stock and enabling prompt room changes. By connecting with hotel guests, I fulfilled their special housekeeping requests and managed to witness how management made operational decisions in the hotel.
During this placement, I aimed to:
· Develop supervisory skills in housekeeping operations.
· Enhance guest service knowledge through practical experience.
· Improve problem-solving and communication skills in a fast-paced environment.
· Understand hospitality industry standards, policies, and health/safety regulations.
Through this work experience, I gained practical skills in housekeeping management, which will support my career development in hospitality.
Reflection on Experience & Personal Development (Using Gibbs’ Reflective Cycle)
As a housekeeping placement trainee at Leonardo Hotel East Midlands, I faced a challenging scenario that tested my ability to manage stress while maintaining service quality. Using Gibbs’ Reflective Cycle, I evaluated my actions, emotions, and key lessons to enhance my future performance (Adeani, Febriani and Syafryadin, 2020).
Description
The most challenging situation happened when VIP guests showed up earlier than expected during a busy weekend. The unexpected check-in needed fast room setup thus creating massive work stress for the housekeeping staff. Checking delays from the additional workload produced multiple complaints from guests regarding room readiness and room cleanliness. Equipping guests regarding delays became my responsibility by cooperating with front desk workers while overseeing housekeeping attendants and handling room preparation tasks (Fabio Gaspani and Recchi, 2024). The shortage of employees alongside limited staffing numbers during this shift made it hard to maintain standard turnaround times.
Feelings
The pressing circumstances and increasing impatience of guests who needed their rooms overwhelmed me at first. The necessity to deal with various tasks at once brought about feelings of anxiety. I redirected my attention to proactive problem-solving instead of letting performance issues emerge (Espedido and Searle, 2020). I understood that both motivation and necessary information dissemination in the team required me to stay composed while ensuring guests learned about their room status. Managing our hotel’s rooms while maintaining composure during deadlines strengthened my skills as a leader who accomplishes urgent goals proficiently.
Evaluation
Teamwork and adaptability proved to be effective components during my response. I coordinated with my team to redesign cleaning schedules and place higher priority on immediate room turnover needs. The staff members adjusted their work to support the improved demand level. The major problem I observed was the poor communication linkage between housekeeping staff members and front desk employees. An automated room tracking system's absence made it challenging to provide real-time room status information thus creating communication problems and guest frustration. The restricted ability to find additional housekeeping staff quickly emphasized the requirement of better workforce planning strategies for hospitality industries (Morosan and Bowen, 2022).
Analysis
Service delays with inefficient operations became the major problem I observed because departments failed to work together effectively. Real-time passage of updates deemed essential for front desk staff needs effective communication to properly manage guest expectations. A digital housekeeping system's absence created challenges for tracking room status so delays occurred more frequently. Such hotel management systems prove to improve service interruption rates while enhancing guest satisfaction levels according to research data. Making proactive workforce schedules that include standby staff during busy times is essential for managing unexpected problems and high-stress scenarios (Arapou and Kapiki, 2023).
Conclusion
The experience showed the essential role which real-time communication plays together with structured scheduling and operational preparedness to achieve service standards. The situation demonstrated that businesses must develop proactive plans together with team effort for effective management of sudden issues. Through this process I became more confident in handling necessary coordination tasks and resolving guest issues and controlling service interruptions smoothly. The observation period revealed essential operational shortcomings hotels need to resolve to maintain continuous guest satisfaction (Mercan et al., 2021).
Action Plan
To improve future performance, I will:
· Advocate for a digital room tracking system to enhance real-time housekeeping status updates.
· Implement structured communication protocols between housekeeping and the front desk.
· Recommend crisis management training for all housekeeping staff to handle peak occupancy scenarios effectively.
These steps will enhance operational efficiency, strengthen guest satisfaction, and optimize room readiness during peak periods.
Critical Analysis of Work-Based Skills & Technical Knowledge
This placement experience taught me about the fundamental operational role that housekeeping performs in hotels. The required amount of detail proved to be the key lesson in maintaining guest expectation consistency. My placement experience demonstrated how to predict guest requirements while handling instantaneous special requests as well as sustain proper hygiene protocols which adhere to industry requirements. Efficient room turnover management needed capable multitaskers who could manage their time well and work with other departments to stop delivery bottlenecks (Vonfintel, 2022).
Hygiene and safety regulations formed an essential component throughout my training program. The Food Safety Act 1990 together with HACCP protocols must be followed faithfully to stop health dangers from poor sanitation within hospitality settings. My training included the use of hotel management systems to observe their ability to simplify housekeeping operations for effective inventory tracking and room assignment control. As part of the role I needed to evaluate service quality by implementing SERVQUAL model research to gain understanding about reliability, responsiveness and assurance performance in service delivery (Jusufbašić and Stević, 2023).
Reflection on Organisational Issues
Guest satisfaction experiences significant negative impact due to delayed room availability, which I found to be one of the main organizational challenges at hotel. I observed that only an organized communication system between housekeeping and front desk workforces would improve service delivery according to my observation. Studies show that inefficient housekeeping operations create unappeased guests highlighting the ongoing necessity to improve operational systems (Widiastini, Santiara and Rahmawati, 2024). I believe that the installation of automated tools combined with revised staffing approaches would maintain proper coverage during high-volume times to stop future occurrence of these problems.
The critical challenge I faced during my placement was the lack of proper systems to recover from dissatisfied guests. Customer trust together with loyalty can be reconstructed through prompt actions which include direct communication and appropriate compensations as outlined in the Service Recovery Model. The system I used for service recovery followed a model which involved informing guests about delays along with regular status reports on available rooms while extending complimentary benefits to them (Satter, 2022). Effective service recovery methods supported guest problem resolution while preventing undesirable feedback which emphasized the significance of early guest service in hotel operations.
Conclusion & Action Plan
I gained thorough experience during my time at Leonardo Hotel East Midlands by overseeing housekeeping operations and handling service challenges and hospitality standards compliance. The placement experience developed my skills for working under pressure along with team leadership and operational solution development for practical issues. The next phase of my development includes additional hospitality business training as well as practical examination of AI-based housekeeping techniques and continuing study of hospitality industry developments. My expanded knowledge in these fields will empower me to support hotel functions properly along with delivering excellent guest experiences.
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