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1. [bookmark: _Toc200017835]Introduction 
I completed my placement at Marriott Hotels in the UK. I worked in the Housekeeping Department, which cleans guest rooms every day. They also take care of linen services, laundry, minibar restocking, and other guest requests. Housekeeping is very important because clean rooms and quick service make guests happy (Neupane and Khanal, 2022).  This helps the hotel keep a good reputation. During my placement, I wanted to improve my communication and delegation skills. I also wanted to learn how daily housekeeping work is planned and managed. The goal was to develop problem-solving skills by dealing with guest complaints (Jayanti, 2023).  These goals helped me focus on important practical skills. This experience gave me a good chance to understand how the hospitality business works (Chen et al., 2022).  I learned a lot about the daily tasks and challenges in housekeeping, which will help me in my future career.
2. [bookmark: _Toc200017836]Section 1: Role Reflection
For this reflection, I used Gibbs’ Reflective Cycle (1988). This model facilitated me to describe what came about, share exactly how I felt, evaluate the experience, analyse it, draw conclusions, and plan actions for future improvement.
2.1 [bookmark: _Toc200017837]Role During Placement
 My main tasks included inspecting rooms after cleaning was done. I supervised housekeeping attendants to ensure tasks were completed properly. I updated daily task sheets and used Opera PMS for room status. I also reported maintenance issues like broken lights or leaking taps.
2.2 [bookmark: _Toc200017838]Key Supervisory Skills
Leadership and delegation were essential to assigning tasks to attendees (Gaspani and Recchi, 2024). I learned to prioritise rooms based on check-in times and VIP guests. Communication was sometimes challenging because of language differences. I worked hard to coordinate smoothly during shift handovers. I collaborated with reception and maintenance for efficient operations. Problem-solving was important when guests complained about room cleanliness. I had to decide quickly on solutions, like sending cleaning staff again.
2.3 [bookmark: _Toc200017839]Example 1 (Effective)
One day, a VIP guest was arriving early, and the room was delayed. I delegated extra staff to clean and prepare the room quickly. Thanks to clear instructions, the room was ready before the guest arrived (Penninga and Chibili,2019). This improved guest satisfaction and showed good team coordination.
2.4 [bookmark: _Toc200017840]Example 2 (Ineffective)
Once, I miscommunicated with an attendant, causing double cleaning of a room. This wasted staff time and delayed other room preparations (Kensbock et al., 2019). The guest waited longer and was slightly unhappy with the delay. I felt responsible and realised I needed clearer communication methods.
2.5 [bookmark: _Toc200017841]Strengths and Weaknesses
My main strength was managing time effectively during busy shifts. I adapted quickly to changing situations and guest demands. However, I hesitated at first to give instructions confidently. I worried about how the staff would react to my orders.
2.6 [bookmark: _Toc200017842]Action Plan
Table 1: Action plan
	Goal
	Action Step
	Timeframe
	Expected Outcome

	To improve assertive communication
	I will attend workshops on assertive communication
	Within 1 month
	I will speak clearly and confidently with team members

	To get regular feedback on performance 
	I will ask supervisors for weekly feedback 
	Ongoing (weekly)
	I will identify strengths and areas for improvement 

	To track daily learning and experiences.
	I will keep a reflective journal after each shift
	Daily during placement
	I will understand progress and learn from daily experiences


Source: (Author)
3. [bookmark: _Toc200017843]Section 2: Management Performance&Guest Service Analysis 
3.1 [bookmark: _Toc200017844]Management Styles
At the Marriott Hotel, the main management style was democratic. Managers involved staff in decisions and encouraged teamwork (Kuldoshevich, 2021). This helped me to improve my motivation and job satisfaction. For example, during team meetings, attendees were free to share their ideas or concerns. According to Lewin’s Leadership Theory, using different styles depending on the situation works well in the hospitality industry (Elkhwesky et al., 2022). This made me feel valued and respected. However, in urgent situations, managers used an authoritative style to make quick decisions. 
3.2 [bookmark: _Toc200017845]Health&Safety Compliance 
Health and safety rules were followed carefully in the housekeeping department. Staff always wore PPE, such as gloves and masks, when cleaning (Salguero-Caparrós et al., 2020). Cleaning chemicals were stored safely, following COSHH regulations, and the staff placed wet floor signs quickly to avoid slips and falls. Every week, before shifts started, managers gave briefings on health and safety. One time, even with safety measures, a staff member slipped and fell. First aid was given immediately. This event showed me that safety awareness must always be high, and quick action is very important.
3.3 [bookmark: _Toc200017846]Organisational Culture&Teamwork
The work environment was usually supportive and friendly to me, although it became stressful during busy times. The team had staff from different cultures and backgrounds, and they worked together with respect (Farrell, 2022). Managers supported me in open communication, which helped me to decrease misunderstandings. For example, when a language barrier made it hard to give instructions, I used simple words and hand gestures (Neupane and Khanal, 2022). This helped me to understand and work well together. Teamwork was very important, especially when rooms needed to be cleaned quickly before check-ins. Sometimes, conflicts happened due to heavy workloads, but solving them quickly kept the atmosphere positive.
3.4 [bookmark: _Toc200017847]Marketing&Guest Experience
Housekeeping focused on guest needs and preferences. For example, some guests preferred certain pillow types or specific cleaning times (Singgalen, 2024). These requests were handled quickly. The hotel’s loyalty program offered personalised housekeeping services to frequent guests, which made them feel special. Guests were asked to fill out satisfaction surveys, and many gave high scores for room cleanliness. In online reviews, guests often praised the staff for quick responses and attention to detail. This care for guests' needs helped keep Marriott’s strong reputation in the market.
4. [bookmark: _Toc200017848]Section 3: Issue: Guest service delays
4.1 [bookmark: _Toc200017849]Key Issue Identified
During my placement at Marriott Hotel, I noticed that room readiness was often delayed during busy check-in hours.
4.2 [bookmark: _Toc200017850]Why It’s Significant
These delays made guests unhappy and affected guest satisfaction scores. Guests had to wait longer, which created negative first impressions (Cowdell et al., 2019). The delays also caused stress for housekeeping and the front office team, especially when many check-ins happened at once (Fagyas and Datta, 2023). In the hotel industry, timely room service is very important for keeping guests happy and encouraging them to return.
4.3 [bookmark: _Toc200017851]3-Step Improvement Plan
Throughout my placement, I noticed delays in communication between housekeeping and the front office. On the way to fix this, I would first use handheld devices linked to the Opera PMS system, so I can update room status in real time. This will support the front desk in knowing which rooms are ready. Second, I would cross-train staff, including myself, so we can support each other in busy times. Lastly, I would suggest holding quick daily meetings to discuss VIP rooms and special requests. These steps will recover teamwork, decrease delays, and support to give guests a better and faster service (Neupane and Khanal, 2022). 
4.4 [bookmark: _Toc200017852]Expected Outcomes
 These steps will make room service faster and better organised. Guests will wait less, and staff will work with less stress. The hotel may also see higher satisfaction scores, better reviews, and improved team morale (Nimri et al., 2020). 
5. [bookmark: _Toc200017853]Conclusion 
My placement at the Marriott Hotel gave me useful experience in housekeeping operations. I learned how to manage tasks, lead a team, and solve problems under pressure. I also improved my time management and communication skills. Understanding guest needs and delivering good service was a key focus. The experience showed me how important teamwork and proper planning are in hospitality. I saw the value of health and safety, guest satisfaction, and flexible leadership styles. This placement has helped me grow both personally and professionally. It has prepared me well for a future career in the hotel and tourism industry.
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