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[bookmark: _Toc197560091]INTRODUCTION 

   The expression "hospitality" refers to the act of welcoming and entertaining strangers or guests in a friendly and generous manner, whether for social or business purposes. The impression that we get from this definition is that of a place where people can be cared for, like a house that is open to the public and the host who welcomes them with open arms.( Jones, Thomas J. A., and Jones 2007)	
   The position of room attendant stands out among the many precarious jobs that are available in the tourism industry due to the extremely difficult working conditions, low wages, high accident rate, occupational diseases, and low social recognition that are associated with the job. (Alcalde-González 2021).
   The housekeeping staff plays a crucial role in maintaining the cleanliness, health, and comfort of the Morgan Hotel Swansea for its guests. It ensures that the guest rooms, public areas, and facilities meet high standards, which helps the hotel's reputation and makes guests overall satisfied.The housekeeping department has a direct impact on both guests and the hotel.The communication of housekeeping standards is not only a matter of courtesy, but also of quality and safety within the organisation. To avoid misunderstandings, disappointments, and potential hazards, it is important to provide your guests with information regarding what they can anticipate from your housekeeping service.(Anon,2023)
   Given that guests place a high priority on the cleanliness of the hotel, their feedback has the potential to cause significant harm to the hotel's reputation if it does not live up to their expectations. The quality of your housekeeping can be a surefire way to gain an advantage, improve the overall experience of your guests, and boost your organization's bottom line.
   Morgan Hotel Swansea had a laundry room and an iron press as well. They don’t need any companies to help them, and this is a good thing because they save a lot of money. Their ability to effectively manage the laundry process allows them to guarantee a consistent supply of clean linens, which contributes to the overall satisfaction and comfort of the guests.
   In addition, the housekeeping department is responsible for the inventory management of the hotel as well as the monitoring of the supplies that are provided to the rooms. They make certain that the necessary items, such as cleaning supplies, toiletries, and other items, are adequately stocked, which enables operations to run smoothly. As a result of this attention to detail, guests are guaranteed to receive all of the essential amenities, which contributes to an overall improvement in their experience.
   The purpose of this assignment is to demonstrate how the housekeeping department operates and its significance to the hotel industry.
   I will use the Gibbs model to explore my experiences in housekeeping during my placement.
   Gibbs' Reflective Cycle is a popular model for reflection, serving as a structured method to enable individuals to think systematically about their experiences during a specific situation.(Main,Paul 2023)
   The manager of the housekeeping department showed me how to enter all of the work that the staff had done into the system while I was doing my placement.my time spent working in the housekeeping  allowed me to develop some skills like :patience ,resilience and attention to details ,all of which are attributes that are necessary for any position in hospitality industry .
  My experience in housekeeping from another hotel where I worked will be shared with as part of this assignment 
[bookmark: _Toc197560092]1.Description

   During my time in housekeeping, I had a few unpleasant experiences with guests. I had three types of rooms: departures, stay and change. My bad experience was in the change room. The rule in housekeeping is to do all departures rooms first. Once I have finished with all the departures, I start making changes to stays and adjusting the details for guests who don’t require any updates. They put the ‘do not disturb ‘card on the door if they don’t need to clean the room . When I arrived at my last room, I knocked on the door a few times but got no answer . I decided to go in, and when I tried to turn the light on, I heard the customer shouting at me about why I had disturbed him, even though he didn't have a card on the door.I've apologised. I went out. I told my manager about this. After me, the guest left the card on the door. I finished my shift, and when I went to sign out, my manager received a call from reception. She informed me that a guest in their room needed new towels.  I go back, take the towels, knock on the door, and he shouts from the room to leave them outside the door.
[bookmark: _Toc197560093]2. Feelings 

   Feelings are a response to how different parts of your body are feeling, and they are a part of everyone.
   I was surprised by the guest's reaction, given that he had not placed his card on the door to avoid being disturbed . I realised that some people don’t care if they have a bad reaction to someone else, even if it is their fault . I was frustrated and angry at the same time because I was forced to go back and give him towels, even though I had been there the first time, and he had said he didn’t need anything.
[bookmark: _Toc197560094]3. Evaluation 

   Positive aspects : 
In this situation, remain calm, and I apologise to the guest that it wasn’t my fault 
I spoke with my manager about this situation.
   Negative aspects :
I was unprepared for such a strong reaction from a guest.
[bookmark: _Toc197560095]4. Analysis 

   To act, it is essential to first conduct a thorough analysis of each situation. 
   Problems with guests can occur on a regular basis due to the fact that some individuals are having a bad day or are not concerned about other people; therefore, the staff needs to be ready to handle any situation that may arise. If I am not able to effectively solve problems, then that thing may have a negative impact on the hotel because of the feedback received from guests. 
   One of the challenges that I faced in my job was what I experienced with this guest.
[bookmark: _Toc197560096]5.Conclusison 

   This thing that happened in the housekeeping department taught me a lot about how to be polite, talk to people, and keep my emotions in check in a real hotel setting. My biggest takeaway was how important it is to always act professionally, even if people are rude or difficult to deal with. I learnt from this that not every interaction will be good, but how I react is more important than the issue itself. I feel more confident and emotionally mature now because of this experience. As I thought about it, part of working in the hotel industry is learning how to deal with things that can't be planned for and still provide excellent service.
   This experience has given me more confidence in my ability to handle unexpected situations professionally while still upholding the high standard of service at the hotel.

[bookmark: _Toc197560097]6.Action plan 

   After going through all these experiences, I have come to the realisation that in order to be able to participate in the hotel industry, I need to have a plan of action. There are a lot of things that I need to learn, and in order to do so, I need to figure out some rules and steps that I need to follow.
A) Respect the verbal refuse from guest  and note that to know to avoid the confusion during the  shift .
   If the guest refuses the service ,just respect his decision but all time tell him if he changes his mind ,let us to know 
B) Communicate with supervisor, manager or reception immediately 
   Let someone to know about the guest decision ,especially if the guest was rude because if they will call to reception for clean towels or suppliers the team will know the service was refused not ignored .
C) Deliver the service politely and promptly 
     If  the guest call to the reception for clean stuff or suppliers ,even he refuse when the service was offered its important to remain professional and and helpful .
D) Reflect and learn 
   Ask colleagues how they react in a situation like that and learn from them.Ask the manager or supervisor for an  advice how to react if I will have in future same situation.
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[bookmark: _Toc197560103]Reflection on hotel and academic  tutor feedback 

   While I was working in the housekeeping department, I received feedback from both my hotel mentor and my academic tutor. This reflection will focus on the comments I received from both . Specifically, the objective is to gain an understanding of how my performance was evaluated in a  work setting, as well as to identify both my strengths and areas in which I may improve. Cleaning is a vital component of the hospitality sector since it has a direct impact on the level of happiness and comfort that guests enjoy, as well as the entire experience. I was given feedback that touched on important topics such as managing time effectively, paying attention to details, working well with others, and being professional. Positive comments highlighted my dependability, cleanliness standards, and courteous approach, while constructive feedback underlined the need to enhance my confidence and efficiency. I am grateful for both types of input. Taking these comments into consideration will assist me in gaining a better understanding of how to further enhance my talents, increase the amount of initiative I take, and evolve into a hospitality worker who is more self-assured and capable. It is a great tool that guides both my personal and professional development moving forward, and I am grateful for feedback.

1.1 [bookmark: _Toc197560104]Understand the feedback 

   I was able to demonstrate a strong sense of responsibility in the duties that I was responsible for daily, according to the information provided by my hotel mentor. I made certain that the guest rooms were meticulously cleaned, which included adhering to the instructions in a very careful manner and maintaining a high level of hygiene standards. I was frequently praised for my attention to detail, and I was also acknowledged for my dependability and punctuality to the point where I was recognised for these qualities. In addition, I was praised for my punctuality and dependability. In addition to being always willing to lend a helping hand, I was also able to effectively collaborate with the other members of the housekeeping team.
   However, despite this, the feedback did bring to light a few deficiencies that need to be addressed. One of the most significant aspects was the speed with which I completed the tasks that were assigned to me. Although I was extremely thorough, there were times when I took longer than expected to finish cleaning rooms. This was the case even though I was extremely thorough. When dealing with a busy hotel environment that has limited timetables, this can be a challenging situation to manage. It was also brought up that my self-assurance was a concern that was concerned. Even though I was aware of what I was supposed to do, there were times when I gave the impression of being uncertain or hesitant. This was especially true when I was confronted with responsibilities that were unfamiliar to me. It was pointed out to me by my academic tutor that I could improve my confidence in discussing what I had learnt and in asking more questions, even though I was present at meetings and turned in my work on time.

[bookmark: _Toc197560105]1.2 Impact of the feedback 

   I felt that the feedback I received had a significant impact on how I perceive myself as a professional in the hospitality industry. The qualities that I have developed, particularly my dependability, positive attitude, and attention to cleanliness, left me feeling proud of myself. These skills are not only necessary in the housekeeping department, but they can also be applied to other positions within the profession. A feeling of accomplishment came over me when I realised that both my mentor and my tutor had acknowledged the efforts that I had committed.
   However, the feedback helped me understand this part of myself. My housekeeping experience has taught me that speed and confidence are as important as accuracy. Hospitality management requires the ability to work quickly without sacrificing quality. Time management is crucial. After hearing the comments about confidence, I realised I sometimes overrely on reassurance or approval before acting. Because of my hectic work environment, I must trust my training and take initiative when needed.Feedback is guidance, I concluded after thinking about it. It helps me grow by showing how others view my work. I'm more motivated to improve now that I know where I need to.

[bookmark: _Toc197560106]1.3 Action steps to grow 

1. Improve communjcation skills
   I will continue to work on improving my communication skills, particularly when it comes to interacting with guests in conditions that are unexpected. It will be easier for me to appear more confident and professional if I practise using phrases that are clear and polite and if I use body language that is calm. In addition, I intend to enhance my English language skills by engaging in hands-on practice and soliciting feedback from my peers or professors

2. Build More Confidence in Handling Difficult Situations
   Increase your belief in your ability to deal with challenging circumstances.I plan to reflect on previous experiences and think about how I could respond even better the next time I am confronted with guests who are unhappy or demanding. This will help me become more confident when I am in those situations. In addition to this, I will seek advice from more experienced staff members and be willing to observe how they handle challenges that are comparable to mine.
3. Continue Learning Hotel Procedures
   I will make an effort to gain a better understanding of the policies of the hotel as well as the expectations of the guests, including how to handle problems such as lost property, special requests, and complaints from guests. In the future, I will be better prepared to take on more responsibility thanks to this knowledge.



[bookmark: _Toc197560107]1.4 Conclusion 

   During my housekeeping placement, getting feedback from both my tutor and my hotel mentor was a big part of how I learnt. What I learnt helped me understand how I did and what I need to work on. The feedback pointed out my strengths, like how professional I am, how positive I am, how much I respect others, and how well I can follow directions. People also said nice things about how reliable I was, how well I communicated with the team, and how responsible I was during my shifts.
   The feedback made me think about how far I've come and encouraged me to keep getting better. It made me remember how important it is to learn from mistakes and be willing to take advice if you want to move up in this industry.
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lease provide specific feedback on the student's performance in the Food and Beverage

Food and Beverage Feedback:
department. *

Adriana did very well Listened and engaged with the team and customers and followed process

Operating Hotel Facilities : Including Housekeeping, Maintenance, Events, Leisure Club.

Please provide detailed feedback based on the student's Housekeeping, Maintenance, Events, Leisure Club experience at the Hotel. include one or

more department as relevant)

Did the student follow cleaning protocols and/or maintain high attention to detail

Cleanliness and/or attention to detail
standards? *

Yes | agree.

Time management and efficiency: Was the student able to complete Housekeeping, Maintenance, Events or Leisure Club tasks

within the allocated time? *

Yes | agree.

Interaction with guests and handling special requests: Did the student show professionalism when dealing with guest requests

or complaints? *

Yes | agree.

Overall Feedback: Please provide specific feedback on the student's performance in the Housekeeping, Maintenance,

Meeting/Events or Leisure club departments as relevant. *

Adriana did very well Listened and engaged well and followed process.

Hotel Administration and Front Office

Please provide detailed feedback based on the student's Front office (reception) experience at the Hotel

Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? *

Excellent.

Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? *

Excellent.
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Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? *

Excellent.

Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? *

Excellent.

Use of hotel systems and technology: Did the student demonstrate proficiency in understanding/using reservation and billing
systems? *

Yes | agree.

Overall Feedback: Please provide specific feedback on the student's performance i the Reception department. *

Adriana s a pleasure to work with. | would reccomend her to any employer.

Summary of Observa

This section aims to consolidate feedback from operational departments provided in previous sections, focusing on the student's skill development
over the 12-week placement.
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Skills Matrix

Guidance: Please use the descriptors of competence across the skill areas as provided below to inform your evaluation of the
student’s performance during their time on placement. *
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Unsatisfactory Satisfactory Good Very Good Excellent
Time
Management,
Behaviours
and
Attendance. M
anage time
effectively and
display a
hospitality
mindset in
order to
achieve goals.
Complete

required hours.

Communicatio
n Use speech,
writing, non-
verbal methods
and technology
(where
applicable)
effectively to
present and
exchange
opinions, ideas
and
information

Team Working
Build effective
working
relationships
and collaborate
with others

problem solving
to respond to
opportunities to
improve own
performance
and work
processes
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Unsatisfactory Satisfactory Good Very Good Excellent

Employability
Would you
consider
employing
them within
one of your
hotel
departments

Professional Mentor Statement *

How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a
comprehensive and constructive evaluation that supports their reflection and personal development.

Excellent standard of work and behaviour

The feedback was completed to the best of my knowledge providing a true and reflective overview of the student's
placement at the Hotel. *

I Agree

Full name *

Kate Bowen

Position in the Hotel *

Manager

Date *

11/04/2025
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Tutor Feedback

Student Name: Adriana Ghiocel-loaniciu

Student ID: 2127376

Time Management

Adriana demonstrated a responsible approach to time management during the
placement. They attended all scheduled shifts as agreed, and when personal
circumstances required them to cancel a shift, they took the initiative to inform both
the hotel and the tutor promptly. Furthermore, Adriana proactively rescheduled shifts
when necessary, showing responsibility and commitment to their placement.

Adriana also consistently attended all one-to-one meetings with the tutor, arriving on
time, which reflected their dedication to their personal development and the learning
process. Adriana came well-prepared to these meetings, bringing along assignment
drafts and questions to discuss.

There is an opportunity for growth in terms of overall commitment, particularly when it
comes to availability during key operational hours. While personal commitments are
understandably a factor, a bit more flexibility in availability would have provided
valuable exposure to the daily operations, enriching the overall learning experience. In
future professional settings, finding a better balance between personal obligations and
work demands will be essential, especially in dynamic environments like hospitality,
where adaptability and being present during peak times are crucial for success.

Adopting a more proactive approach to managing their schedule and seeking out
additional opportunities to engage more deeply with the placement would enable
Adriana to fully benefit from the experience.

Communication

Adriana’s communication throughout the placement was effective and demonstrated
a solid foundation, with room for further refinement in professionalism and clarity. They
made a clear effort to engage with both hotel staff and the tutor, and their written
communication, particularly via email, was generally clear and direct.

Verbal communication was consistently respectful and appropriately toned, which
contributed to maintaining positive and productive interactions with staff, peers and
the tutor. Adriana was polite, approachable and receptive in conversations, fostering a
cooperative environment.

As Adriana continues to develop professionally, building confidence in both written
(email etiquette) and verbal communication will be key. Strengthening these skills
further will enhance their ability to interact effectively and professionally in future
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settings, while also helping to build stronger working relationships and convey a more
polished and confident presence overall.

Behaviour

Adriana maintained a consistently respectful and professional attitude throughout the
placement, interacting courteously with staff, peers and the tutor. Their conduct was
exemplary, and they adhered to workplace expectations, which helped them establish
a solid foundation within the team and placement environment.

Throughout the placement, Adriana’s attitude was positive and respectful, and the
hotel commended Adriana’s proactive approach. They demonstrated a healthy level of
enthusiasm, particularly when engaging with tasks or responsibilities, and were always
polite and approachable in interactions with staff, peers and the tutor. Adriana's ability
to collaborate effectively with others was evident, as they were open to feedback and
worked well within the team. Their respectfulness and reliability were standout
qualities, making them a trusted and valued member of the hotel.

Looking forward, continuing to embrace these positive traits, along with taking more
initiative for more flexible shift patterns, will help Adriana thrive in future professional
settings.

Problem-Solving

Adriana has demonstrated a positive approach to problem-solving throughout the
placement. When faced with challenges or unexpected situations, they maintained a
calm and thoughtful approach, taking the time to assess the situation and seek
guidance when necessary. This reflects their strong sense of responsibility and
willingness to ensure things were handled appropriately.

In terms of securing their placement, Adriana approached the process with a positive
attitude and was proactive in communicating with the necessary parties, such as
providing their CV upon request.

For Adriana, continued development of self-confidence will support stronger
communication, more independent decision-making, and a greater ability to take
ownership of tasks. Building this confidence (e.g. guest interactions, communication
in English) through reflection, practice and positive reinforcement will be a key step in
preparing for future professional environments where initiative and presence make a
lasting impression.
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Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler

Date: 24" April 2025
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View results

Respondent
05:14

3 Anonymous
Time to complete

Student Name and Number *

Adriana Ghiocel-loaniciu

Placement Hotel *

Morgans Hotels

Did the Student complete the required hours of 16h per week? *

Yes

Food and Beverage Operations

Please provide detailed feedback based on the student's Food and Beverage experience at the Hotel.

Knowledge of menu and service standards: Did the student demonstrate an understanding of menu items, allergies, and

service etiquette? *
Yes | agree.
Speed and efficiency in service: Was the student able to deliver food and drinks promptly and correctly? *

Yes | agree.

Ability to upsell and engage with guests: Did the student actively promote menu items and create a positive guest experience?

Yes | agree.




