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Reflective Learning Log: Housekeeping Department Placement at Delta Hotels by Marriott Swansea 
Introduction
During my 10-week placement at Delta Hotels by Marriott Swansea in the Marina, I worked within the housekeeping department. This department plays a critical role in maintaining cleanliness, hygiene, and the overall presentation of guest rooms and public spaces. The department ensures that all rooms meet brand standards for cleanliness, guest comfort, and safety, directly contributing to guest satisfaction and hotel reputation.
My main responsibilities included cleaning guest rooms, replenishing amenities, reporting maintenance issues, and ensuring each room was up to the expected standard. Although the tasks may appear basic, they are essential for delivering high-quality guest experiences. At the beginning of my placement, I established the following learning objectives:
1. To understand the operational standards and procedures for room cleanliness and guest satisfaction in a 4-star hotel.
2. To develop effective time management and attention to detail within a fast-paced housekeeping environment.
3. To observe how guest feedback is collected and addressed in relation to cleanliness and maintenance issues.
Section 1: Role Reflection
To guide my reflection, I have used Gibbs' Reflective Cycle (1988) (Gibbs, 1988), a well-established model that encourages critical thinking and structured analysis of experiences.
Description: My role involved daily room cleaning duties, following a set checklist to maintain brand cleanliness standards. I also interacted with supervisors during room inspections and attended briefings where guest feedback and complaints were discussed.
Feelings: Initially, I underestimated the importance and intensity of housekeeping work. The physical demands and pace were challenging. However, I gradually appreciated how my tasks directly influenced the guest experience. Seeing positive guest feedback about room cleanliness gave me a sense of pride.
Evaluation: A key skill I observed was the supervisor's ability to manage and delegate tasks effectively under time constraints. For example, on a particularly busy weekend, our supervisor restructured our task lists and delegated rooms based on each team member's strengths and pace. This improved overall efficiency and ensured check-in deadlines were met. Conversely, I also observed ineffective communication when a colleague was not informed about a last-minute VIP room request, resulting in a delayed turnover and a guest complaint.
Analysis: Leadership and delegation in housekeeping require strong organisational and interpersonal skills. Supervisors must manage diverse teams, often with language barriers and varying levels of experience (Baum, 2015). The ability to delegate clearly, give constructive feedback, and adapt quickly is essential (Yukl, 2013). Teamwork was vital—each cleaner's performance affected the team's outcome. According to Mullins (2016), teamwork and motivation are closely linked, especially in operational roles. My strength was attention to detail, but I struggled initially with time management.
Conclusion: This experience highlighted the complexity of ‘back-of-house’ operations and how leadership, communication, and collaboration are essential even in routine tasks.
Action Plan:
· Improve time management through timed cleaning practices and self-monitoring.
· Attend future training on SOPs and safety regulations.
· Seek feedback regularly to improve cleaning standards.
· Build confidence in speaking up during team briefings.
Section 2: Management Performance & Guest Service Analysis
Management Styles
The Housekeeping supervisors used a mostly transactional leadership style, focused on task completion and meeting room readiness deadlines. While efficient, this sometimes led to limited engagement with staff beyond immediate tasks. According to Burns (1978), transactional leadership is effective in structured environments but may reduce motivation and innovation. The absence of participative leadership limited opportunities for staff to contribute ideas. This links to the Management & Organisational Behaviour module, where McGregor’s Theory X approach was discussed—assuming workers require close supervision (Mullins, 2016).
Health & Safety Compliance
Health and safety were consistently prioritised, particularly regarding chemical usage, manual handling, and PPE. Training was provided during induction, and COSHH regulations were visibly posted in supply areas. I observed proper storage of chemicals, use of gloves, and routine checks on equipment. Compliance with the Health and Safety at Work Act 1974 was evident (HSE, 2022). These practices align with industry standards such as those outlined by the British Hospitality Association (BHA, 2021).
However, the pressure to meet turnaround times occasionally led to shortcuts, such as skipping safety reminders or improper lifting techniques, posing risks. Continued reinforcement through briefings and visual reminders would help maintain compliance.
Culture & Teamwork
The team was culturally diverse, which brought both benefits and challenges. Language barriers occasionally affected communication, especially during busy shifts. However, team members were generally supportive and developed informal systems to overcome these issues, such as gestures or translations via phones.
The organisational culture was hierarchical, with clear lines of authority. While this created order, it also discouraged some staff from raising concerns. According to Hofstede’s cultural dimensions theory, high power distance environments may limit feedback and innovation (Hofstede Insights, 2023). Linking to Personnel Resourcing & Development, the team could benefit from intercultural awareness training and more inclusive leadership to improve communication and morale (Baum, 2015).
Marketing & Guest Experience
Cleanliness significantly impacts a hotel’s brand image. Guest feedback about cleanliness was frequently discussed in morning briefings. One case involved a guest complaining about hair found in a bathroom, which led to a negative online review. This complaint was used as a training point for all staff.
Marketing literature highlights cleanliness as a core factor in guest satisfaction and online reputation (Kotler, Bowen and Makens, 2017). Clean rooms increase repeat bookings and positive reviews on platforms like Booking.com and TripAdvisor. This ties into the Hospitality & Guest Services module, which emphasises service quality and guest expectations. The Housekeeping department, though not front facing, is integral to delivering promised brand standards.
Section 3: Guest Service Improvement Plan
Identified Issue: Inconsistencies in room cleanliness, particularly in high-pressure periods, occasionally led to guest dissatisfaction and negative feedback. Issues included overlooked areas such as behind bathroom doors or under beds, and missing items like toiletries or towels.
Significance: Cleanliness is among the top drivers of guest satisfaction (Lockyer, 2003). Negative cleanliness reviews can lower ratings and affect booking rates (Xie, Zhang and Zhang, 2014). Given the competitive nature of hospitality in tourist areas like Swansea Marina, maintaining consistent cleanliness is critical for business performance.
Improvement Plan:
1. Peer Check System: Introduce a buddy system where two attendants check each other’s rooms before final sign-off. This would increase accountability and reduce errors. It aligns with best practices in quality assurance used in chains like Marriott (Marriott International, 2022).
2. Micro-Training Sessions: Hold weekly 10-minute refresher sessions focusing on recurring problem areas (e.g., bathroom deep-cleaning, restocking protocols). Short, targeted sessions improve retention and performance (Salas et al., 2012).
3. QR Code Feedback Tool: Place discreet QR codes in rooms for guests to submit immediate feedback, enabling real-time resolution. This proactive approach demonstrates commitment to quality and improves satisfaction metrics (Pine and Gilmore, 1998).
Conclusion
This placement has provided me with invaluable insight into hotel operations, particularly the impact of ‘invisible’ roles like housekeeping on the overall guest experience. I have gained a better understanding of management styles, teamwork challenges, and the role of cleanliness in marketing and reputation management. I believe I have achieved my learning objectives: I developed operational knowledge, improved time management, and observed how guest feedback was managed. Moving forward, I aim to build on these skills and continue my development in hospitality management.
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