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Executive Summary.
This Student Log will show the Reflective Model of experience at Housekeeping Department during the practical part at hotel placement in Hilton Hotel, Watford. The importance of work-based key skills is very important for the future career, which is shown in the work below.





























During my practical part at the hotel placement at Hilton Hotel, Watford, in Housekeeping, Leisure Club(Fitness Club) and Maintenance Department the main focus was on self-management, problem solving, guest service, guest satisfaction and teamwork.
[bookmark: _Hlk150252891]According to D. Schön(1991) Reflective Model, which consist of 3 stages: Knowledge in action, Reflection in action and Reflection on action, which highlights an additional element of experience by making a distinction between the process during the event and after it. This model is very useful particularly in practical situations, such as my practical part of my studies, also in teaching/training or nursing.(University of Hull,2023)
As first stage of Reflective Model of Shon, Knowledge in action, at Housekeeping Department at Hilton, is based on that knowledge that I’ve been taught during my lectures at university, which are dealing with managing guest service in hospitality industry. All the info that will be mentioned below, was the practical learning that I’ve been taught during the placement. The Housekeeping Department is that component that create those unforgettable memories as ‘wow factor’ that the guest remembers and share their experiences with the other, in that way good/bad reviews and feedback are considered as the guest satisfaction indicator, at Hilton, they call it SALT, which is Satisfaction and Loyal Tracking.
According to Maslow’s hierarchy of Needs(1943), where is described as a theory of motivation of behaviour, which describe five categories of human needs, and the physiological and safety needs, in this particular case, can be attach to hospitality industry which provide a traveller with shelter and safety. (Master Class, 2021)
The Housekeeping department is the biggest department in any hospitality establishment, because any revenue despite on its size, needs to be cleaned and well managed. A Quality stay should always be delivered to the Guest, also, the skills by the team that provide that service should be delivered at High Standard to meet Guest expectations.
The second stage of the Reflective Model is Reflection in action, all the criteria named above in action, in daily life reality. I was taught at Housekeeping Department that Standards and Guest expectations during their stay, should be at the highest level. Overall Standards, they mentioned, should be :
· Statutory obligations
· Safety and Security
· Cleanliness
· Maintenance
As a manager at this department, I was shown and taught daily routine maintenance of the rooms, which is checking cleaning supplies and oversee room cleanliness service. I checked every room that have been cleaned to be ready to receive a new guest and meet their expectations and guest satisfaction. I checked all the furniture and drawers if there is no dust on, also bathroom if it is ‘sparkling’ clean without any stains or hair. The mirrors, which is the most important criteria, if there is no fingerprints or dust. The wardrobe should have 10 hangers, an iron and iron board, and a drycleaners request form. The bed itself should be perfectly arranged without any crinkles and stains, also the pillows should be well arranged and tacked. At Hilton, they use only the best linen high-quality beddings. For example, the bed sheets are made from high-thread percale, which contributes the cool and crisp feeling of a good sleep and relaxation. The pillows are down or feather, it depends on guest demand, which can accommodate any sleeping position. I and duty manager, Tayler, were cleaning a room to show me how it should be cleaned, how she says ‘manager should lead by an example to their subordinates’, also it is very handy when dealing with staff shortages, you are cleaning the rooms.   
When morning checkup of rooms is finished, next mission is to check any public areas within the hotel establishment of cleanliness and no dust. The public areas are checked for 3 times a day if there is no mess or dust. 
Then after checking the cleanliness everywhere, if any missed areas or places, the manager give the instructions to the cleaning team to proceed with the work. Then I assisted at ‘Cupboard Check’ this is a process where the cleaning goods as air freshener, cleaning liquid for bathrooms and glass, cloths, toilet paper and different sponges they call them ‘Chemicals’ or Cleaning Supplies. Then in every room there is a ‘tea tray’ which is a kettle and all kinds of tea bags and coffee also sugar and milk and 2 clean cups. All those tea/coffee amenities are called Guest supplies.
After checking the supplies then next procedure is ordering those supplies through the operating system ‘Birch Street system’ , then create a PO( Placing an Order) to place the next order of what is missing from the shelves. Every 2 days the delivery take place. 
Afternoon, when all the rooms are cleaned and a lot of linen and towels is changed, then in a special container, the dirty linen is collected to the laundry. The hotel does not do the laundry, they are cleaned elsewhere and delivered the next day cleaned and ironed.
Reflection on action, as the third stage, on the Housekeeping Department management style can be classified as Team Management, according to Blake and Mouton Managerial leadership style, where Concern of People is high, and also, Concern of Production is high. Leading by an example, is very strong concern where is clearly shown a strong leadership criteria and high Standards, and high Guest service.
The Maintenance department is the department where is ‘everything is fixed’, how the duty manager says, all the instructions for room service is printed every morning by Front Desk, after analysing guests’ requests and complaints  and executed during the day by the maintenance staff members. The common maintenance jobs are noisy radiator, changing the LED bulbs in the premises, fixing TV, doorknob, clogged shower, and many more.
 Leisure Club, which is Fitness Club within the Hilton Watford it is opened 24/7 for the guests to workout. The housekeeping department is responsible for the cleanliness of it and the Front Desk is responsible for elaborating keys for the clients.
As a conclusion of my practical experience at Hilton Watford, it can be said that it was very productive, I learn how to clean and check a hotel room at high Standards to meet the Guest satisfaction and to create ‘wow’ moments, for the special occasions and anniversaries. Welcoming cards, sweets, and beverages are used as special occasions compliments for the guests. Also, a strong team bonds are very important factor on daily routines, empathy, reliability, and punctuality are the key factors for managing such department. I did not find any managerial issues at this department, however, it can be classified as a lost opportunity that I had just two weeks of practice at this department, because to analyse and find the right solution to any issues it requires more time to observe and manage the department.
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