

Reflective Student Learning Log






Student Name: Andreea Balanescu
Student ID: 2211130
Module: Hotel Placement – Managing Guest Service Operations BMIH6003
Lecturer name: Jessica Newport
Date: 7 March 2025












I acknowledge the use of Grammarly (https://www.grammarly.com/) on 5 March 2025 to check my work.
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI-generated materials as my work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.






















Introduction
In the hospitality industry, the housekeeping department is essential in maintaining hygiene, cleanliness, and guest comfort standards. This department is responsible for the daily maintenance of rooms, common areas and hotel equipment, directly contributing to clients’ satisfaction and the reputation of the accommodation unit (Bhatnagar and Dheeraj, 2019). According to theories regarding total quality management (TQM) and standard operating procedures (SOPs), a clean and well-organised environment positively influences the guests’ experience and the operational efficiency of the hotel (Knežević et al., 2017).
The housekeeping department at the Holiday Inn in Sunderland benefits from an excellent overall ranking in cleaning and amenities (Holiday Inn, 2025).  During my placement, I had the opportunity to develop technical and interpersonal skills in the housekeeping department. The main learning objective was to evaluate the value of work-related core abilities, critically analyse managerial performance in the workplace, explore housekeeping issues, and examine how resource allocation, management styles, culture, health and safety, and organisational challenges affect guest service operations and experience.
The placement offers practical experience in a social setting, allowing students to apply their degree program knowledge, gain practical experience, and learn about potential future professions or fields (Haag and Davies, 2013).
To analyse this experience, I use Kolb’s (1984) reflection model, which is based on learning theories, emphasises experiential learning and includes four stages: the experience, reflective observation, abstract conceptualisation and active experimentation. This model allows a deep evaluation of gained skills and the impact of practice on my professional development.
Section 1. Reflection on personal experience and development
Experiential learning is a theoretical model that explains how people develop knowledge and skills through a four-stage cyclic process: concrete experience, reflective observation, abstract conceptualisation and active experimentation (Kolb, 1984). 
My experience in the housekeeping department at Holiday Inn Sunderland was an excellent opportunity to learn about the operational standards of a hotel. The activities conducted were daily cleaning of rooms and common spaces, maintaining guests’ safety by respecting hygiene protocols and organising the cleaning products and linens inventory. Moreover, I participated in meetings where the tasks and priorities were discussed. 
Members of the cleaning staff must have the necessary abilities to efficiently perform their responsibilities, a knowledge of safe chemical handling, and an awareness of various hygiene practices for each area or surface (Jones, 2008).
This experience helped me improve my time management because I had to respect strict deadlines to complete tasks. Moreover, communication with colleagues and managers was essential to make sure that all rooms were properly prepared. I developed my attention to detail, noticing how important it is that each aspect of a room be perfectly arranged to offer guests a pleasant experience.
Understanding and adhering to directions, clarifying doubts, and resolving problems all require effective communication skills. To manage guest concerns, requests, and complaints with professionalism and sympathy, one needs good customer service abilities (Casado, 2011).
Compared to my initial expectations, I realised that housekeeping work requires a lot of coordination, efficiency and flexibility. Initially, I thought that the tasks were repetitive, but I quickly understood that each day brings new challenges, from managing special demands to respecting cleaning standards.
My previous years of studies offered me a solid theoretical base, but this practice helped me apply concepts such as the importance of teamwork, clear communication, and respect for safety procedures. This combination of theory and practice strengthened my confidence in my skills and motivated me to continue my development in the hospitality industry.
Section 2. Critical evaluation of skills and technical knowledge
Work-based skills are important in the hospitality industry, influencing both guests’ satisfaction and operational efficiency. In a hotel, the cleaning processes need to be fast, efficient and in compliance with hygiene standards; thus, the rooms and common spaces need to be always prepared for clients (Ali et al., 2021). The housekeeping staff needs to properly manage time, respect standardised procedures, and communicate with the team to maintain the operational flow.
Moreover, the transferable skills theory supports that the skills gained in a domain can be applied in other professional contexts. Skills such as time management, attention to detail and capacity to respect safety protocols are essential in the hospitality industry and can influence future career opportunities (Nägele and Stalder, 2016).
An important element in hospitality is efficient communication and teamwork. Clear interaction between employees and efficient coordination of teams significantly contribute to guests’ satisfaction and to maintaining a productive work environment (Johnston, Clark and Shulver, 2012).
Total quality management theory highlights the importance of continuously improving processes and involving all employees in keeping high standards (Lip, 2025). In housekeeping, this involves strict compliance with cleaning procedures and using efficient and eco-friendly products.
Hotel industry standards regarding hygiene and safety, such as those imposed by Health and Safety Executive UK, assure the protection of both guests and employees. These include proper use of chemical substances, avoiding cross-contamination and maintaining high levels of hygiene in all areas (Lewis, 2024).
During my placement, I had the chance to improve my technical skills, especially regarding the use of eco-friendly products and efficient management of tasks. I learned to choose the proper products for each surface, reduce the useless consumption of resources and contribute to maintaining a more sustainable environment. 
Respecting safety protocols was an important aspect of my experience. The manipulation of chemical products and the use of cleaning equipment required strict compliance with procedures, which made me more aware of the importance of safety at the workplace.
A clear example in which this knowledge was applied was cleaning the areas with intense traffic, such as the lobby and elevators. I applied the learned techniques to maintain cleanliness without affecting the flow of guests, which demonstrated the importance of an efficient organisation. This experience helped me understand better the impact of service quality on clients’ experience.
Section 3. Reflection on organisational problems
In the hospitality industry, housekeeping frequently faces problems such as understaffing, insufficient training and efficiency of cleaning processes. The lack of staff can lead to delays in preparing rooms and overloading of existent employees, affecting services’ quality. Moreover, insufficient training can determine errors in respecting cleanliness and safety standards, which influence guests’ satisfaction (Hidajat and Mansur, 2024; Wood, 2013).
Operational efficiency is essential in managing the resources in a hotel. Sharing tasks and proper use of human resources contribute to maintaining an efficient workflow. Proper staff planning and implementing clear procedures can reduce the execution time and can improve productivity (Cerovic, 2020; Mullins and Dossor, 2013).
During my placement, one of the main organisational problems was the lack of staff on certain busy days. This led to a huge work volume for each member of the housekeeping team, which generated delays in preparing the rooms and dissatisfaction from guests.
This problem affected my work because I had to take on more tasks in a short time, which required a careful management of priorities. Moreover, I noticed that task planning was not always efficient, which created pressure on the team.
To improve the situation, I think that a better organisation of resources and efficient task sharing can reduce the stress on employees. For example, implementing a clearer system of staff rotation and establishing priorities based on the occupancy rate of the hotel could optimise the processes. Moreover, a periodic training programme could help new employees to become productive quicker, thus reducing the pressure on old staff.




Conclusion and action plan
My placement in the housekeeping department at Holiday Inn Sunderland offered me a valuable perspective on the operational demands of the hospitality industry. I learned the importance of efficient time management, clear communication and respecting the standards of cleanliness and safety. Additionally, I realised that working in a hotel requires adaptability, attention to detail and constant collaboration with the team to assure guests’ satisfaction.
This experience also helped my professional and personal development. I improved my technical skills, respecting safety protocols, and my interpersonal skills, essential for teamwork and interaction with clients.
To continue this development, I want to attend additional hotel management courses and deepen my research in operational efficiency and service leadership domains. Moreover, I want to gain more practical experience in hospitality, exploring other departments to have a complete vision of hotel functioning.
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