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 	My placement was carried out in Cheltenham Chase Hotel, a 4 stars hotel belonging to the QHotels Chain that offers a variety of leisure, business, and hospitality services (The Cheltenham Chase Hotel, 2025). During a period of ten weeks, I had practical experience with peers Vicky, Courtney, Michelle in the hotel across housekeeping department to make a comprehensive view of the hotel operation and delivery of service to the guests. The reflective log is centred on my research and experiences in the Housekeeping Department, which a critical operational aspect involving is keeping the premises clean, hygienic, and satisfied with the guests. In Cheltenham Chase, the housekeeping department was in charge of cleaning and presentation of guest rooms, public areas, leisure facilities and conference spaces.
 	It is very important in developing the guest experience through high standards of comfort, safety, and delivery of creativeness. This reflection will discuss the ways my practical experiences in housekeeping have helped me understand quality of service and efficiency of operations, working with other persons and being a leader. It will utilise a corresponding theoretical framework in checking my learning journey, professional growth, and my increasing awareness of managerial issues in the hospitality operating area.
[bookmark: _Toc210771306]Department Reflection
 	My placement at the Housekeeping Department of Cheltenham Chase Hotel provided me with a pleasing insight into the cleaning process, its importance, and the level of efficiency as one of the primary goals of an establishment to directly affect the experience of its guests. Being one of the 4 stars hotels of the QHotels chain, the hotel guarantees its visitors a high level of service and comfort (Olorunsola et al., 2022). My experience in the housekeeping department along with peers Vicky, Courtney, Michelle gave me an insight into the role of technical performance and emotional bond in regards to overall satisfaction of the guests.
 	One of the major challenges I had noticed in my placement was mismanagement of guest expectations in the event of room preparedness. Visitors were commonly considered to arrive at the hotel with the expectation that their rooms will be ready at the specified check-in time provided in the advertisements to be 3:00 PM but it stayed busy such as when there were events and high occupancy (Vallen et al., 2014). This caused frustration and complaint of guests who had anticipated having instant access. I and Vicky soon got to understand that the slight delay when providing in services can give a negative impression to the guest in spite of the final state of the room in cleanliness or presentation.
 	In the reflection, I used a SERVQUAL model to comprehend the issue behind the experience (Sumi and Kabir, 2021). The difference between the anticipated service (immediate room allocation and spotlessly clean rooms) and the perceived service (waiting times and incomplete updates) influenced the dimension of reliability and responsiveness of the service quality. Carrying out the Expectation-Confirmation Theory, satisfaction does rest on the expectations being met or surpassed (Abdullah et al., 2024). The negative disconfirmation that arose as a result of the discrepancy between the marketing promises and the situation in the operations resulted in dissatisfaction in this instance. This has made me understand that the problem of keeping the guests trustful and satisfied requires the use of efficient management of expectations and informative communication.
 	I also realised that marketing determined these expectations at a significant level. The hotel business network and its advertisements guaranteed efficient comfort and timely service (Talukder et al., 2024). Consequently, visitors had preconceived ideas. This brought about the issue of internal marketing that there should be awareness of operational teams in order to deliver what had been promised by the marketing team. Courtney and Michelle perception of marketing also changed after this experience, as the field is what I previously regarded as something outside of the company, but it should be surrounded by the internal communication and employ qualified personnel (Rughubalan, 2009).
 	Some guests complained of waiting long check-ins and this at first gave me anxiety leaving me not knowing what to do as my job was primarily on the operational side (Bardi, 2010). However, through my observation of the supervisors and the front desk employees I was able to be introduced to the use of service recovery methods like empathy, cordial explanations and minute compensations which served to restore the level of satisfaction of guests (Anon, 2010). This lesson has enabled me to understand that emotional intelligence and inter personal skills are essential in hospitality industry.
 	Using the Experiential Learning Cycle developed by Kolb, I was able to cover four phases of my learning (Meijer et al., 2022). The tangible occasion I felt is when I experienced the dissatisfaction of the guests with room delays. Reflective observation helped me to realise the emotional burden on the guests and the staff. In abstract conceptualisation, I associated this experience with such theoretical concepts as SERVQUAL and Expectation-Confirmation Theory, understanding that it was not the only operational but the communicational issue (Jones, 2008). The active experimentation phase was when I started changing my style, communicating to supervisors about the priorities of the rooms, notifying the front desk about the availability of a room, and providing support to minimise turnovers.
 	In the placement, I learnt that hospitality quality of the service whether in terms of technical quality or functional quality. I also came to understand the significance of the Two-Factor Theory of Herzberg where by the hygiene factors such as timeliness and cleanliness cannot allow one to be dissatisfied whereas the motivators such as personalised attention bring delight (Miah and Hasan, 2022). As an aspiring event planner, I seek to make more proactive contributions to the quality of motivators through personalised welcome notes or ensuring that the guest is safe while planning the event.
 	The marketing communications of the hotel assure luxury, relaxation, and convenience. Whenever there is a failure in the operational delivery, even temporarily, it tarnishes the credibility of that brand (Wood, 2013). I got to know that good internal communication, periodic briefings and shared service standards contribute towards aligning marketing promises with the real service (Felce, 2019). In my future job description, I will also seek to encourage cross-department meetings on a daily basis where occupancy rates, room priorities, and possible obstacles are addressed to promote team effort towards a common purpose.
 	In the course of the placement, I started to initiate action to deal with the problem. As an example, I began looking at the list with an arrival list every morning and was a priority in rooms. I also was in closer communication with the front office so that I kept them up to date on progress and detected probable delays beforehand (Hagg, 2013). My hosts demonstrated how to be polite whenever guests required more information about their rooms and referred to the reception with proper clarifications. 
 	With reference to Hospitality & Guest Services theory, each engagement contact whether it is direct or indirect, it impacts on the perception of the guest (Altinay and Arici, 2021). Even minor touches like welcoming guests at the corridors, smiling or assisting them can add up to a good impression. I tried to be a professional and hospitable person in all contacts unconsciously knowing that my actions demonstrated to represent hotel brand values.
[bookmark: _Toc210771307]Conclusion
[bookmark: _Toc210771308] 	I learnt that excellent service marketing depends on satisfying small roles in the body, as well as on personal impact, understanding and responsiveness to produce memorable experiences. I will adopt a more effective practice of clear communication, frequent briefings, and individual strategies of engagement to serve the satisfaction of guests in the future. I also understand the essence of constant employee training to enable them have knowledge of the product and also confidence in the delivery of an exemplary service.
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