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[bookmark: _Toc6802]Introduction 
During my placement at the Cardiff Marriott Hotel, Mill Lane, Cardiff, CF10 1EZ, I was assigned to the Housekeeping Department, which plays a crucial role in maintaining the hotel's cleanliness, comfort, and overall guest satisfaction. Housekeeping has a major influence on guest impression and hotel review (Walker, 2021). The department is responsible for cleaning guest rooms, public areas, and ensuring all amenities meet brand standards (Casado, 2011). My time in this department allowed me to observe and support day-to-day operations. I set three key learning objectives: to understand housekeeping procedures and standards, to improve communication and teamwork in a busy service environment, and to develop problem-solving skills when addressing guest-related concerns. 
  

Fig 1: Cardiff Marriott Hotel and My Role 
(Source: marriott.com, 2025) 
[bookmark: _Toc6803]Role Reflection 
This reflection is based on Gibbs reflective cycle (1988) which provides a structure method to evaluate experiences. 
 Description: 
In the Cardiff Marriott Hotel, I worked for a while in the Housekeeping Department, with the areas of responsibility ranging largely from triggering the room attendants in bedmaking to replenishing amenities and checking the state of maintenance, if any, of the guest rooms and public areas for cleaning. I also helped with inspections of rooms just prior to guest check-ins and took note of any discrepancies to report to supervisors.  Feelings: 
In the beginning of the placement, just learning in detail the many cleaning standards, routines, and practices, I felt nervous and somewhat apprehensive. But with the advancement of the weeks, all those feelings melted away, and I was feeling confident and motivated, especially after receiving positive feedback from the supervisors and guests. 
Evaluation: 
One of the good things that happened during my placement was the cooperation I received from the permanent staff. I was granted some responsibility for certain sections of the floor so that I could utilise learning as I went along. One other hurdle was communicating with some non-English-speaking staff; this occasionally caused confusion. Dealing with some guest complaints regarding the readiness of their rooms was also difficult as it sometimes put me under pressure and did not test my ability to keep calm. 
Analysis: 
One opportunity to work with my group was preparing a block of executive rooms within a very short turnaround time. Despite the short deadline, teamwork and task delegation helped us to get the job done efficiently, and the supervisor praised us for our speed and for the little attention to detail that we showed while doing it. There are several examples that showcase the significance of leadership, time management, delegation, and effective communication, all of which are particularly required in hospitality operations (Baum, 2006). 
In this very same perspective, I remember a day when a guest was checked into a room that had not been cleaned because of poor communication between the front desk and the housekeepers. This situation led to the late guest's dissatisfaction; hence, I observed how poor communication impedes operation and lowers spirit.  
These instances got me highlighting the importance of leadership, time management, delegation, and clear communication, all of which are especially necessary in a department that works behind the scenes but directly influences guest satisfaction.   Conclusion: 
As a result of this experience, I learned that I am flexible and nimble under pressure; however, I felt I needed to work on becoming somewhat more assertive in giving instructions and in responding to emergent changes. 
 Action Plan: 
 
1. Attend communication skills workshops to enhance clarity and confidence. 
 
2. Shadow experienced supervisors to understand effective leadership styles. 
 
3. Regularly seek feedback from guests to monitor progress and identify areas for growth. 
[bookmark: _Toc6804]Management Performance & Guest Service Analysis 
Management Styles 
 Under my Housekeeping placement experience at Cardiff Marriott Hotel, I observed the democratic style of leadership. The supervisor communicates openly with the team and requested their feedback regularly during daily briefings. Operational effectiveness in housekeeping requires discipline, training, and repetition (Powers, 1995). These concepts stem from Management & Organizational Behaviour, Lewin's Leadership Styles theory in particular, which outlines how democratic leadership fosters participation and motivation which is describe by Mullins (2007). This really helped the team to work well with one another: staff felt comfortable being respected by the supervisor; and they thus became engaged, efficient, satisfied with their jobs, and less conflicted. Successful management styles in hospitality need to be flexible to changing team dynamics (Hayes, Ninemeier and Miller, 2017). On the contrary, when a temporary supervisor tried his hand with an autocratic style, morale quickly plummeted with broken down communication: the alternative approach does not help. 
Health & Safety Compliance 
The department took care to ensure health and safety standards were never compromised. Staff reminders were given regularly regarding lifting techniques when lifting linen bags or handling heavy cleaning equipment. Physical environment and hygiene have an important influence on customer impressions (Bitner, 1990). Housekeeping trolleys were parked properly so there was no obstruction in corridors or fire exits. All these practices kept with the Health and Safety at Work Act 1974, which requires employers to provide a safe working environment (hse.gov.uk, 2025). In addition, I observed wet floor signage placed well; PPEs such as gloves and aprons were used when appropriate; and chemicals were stored in designated areas. These standards guaranteed the safety of the staff and the protection of guests from any hazards. 
Culture & Teamwork 
Cardiff Marriott Hotel embraces a diverse and inclusive setup among its staff from various cultural backgrounds. This diversity posed generally as a strength as it allowed for diverse perspectives and teamwork; sometimes, however, communication barriers could have arisen, causing minor misunderstandings in the heat of a pressured situation (Hofstede, 2011). The incident is tied into the Personnel Resourcing & Development module under discussions about the need for team dynamics, cultural competence, and training. The hotel culture fosters equal respect, thus helping overcome such challenges to create a collaborative working environment that impacts the guest experience positively. 
Marketing & Guest Experience 
 The Hospitality & Guest Services module that underscores the importance of ensuring that promotions are delivered upon actual services. Guest satisfaction is greatly affected by perceived service provision and slight communication discrepancies (Luk and Layton, 2002). Guest expectations had been mostly met with clean rooms, efficient services, and control to the finer detail, though some guests had complained about the ambiguity of paid parking, which posed a gap between marketing and the real guest experience (Kotler, Bowen and Makens, 2016). 
[bookmark: _Toc6805]Guest Service Improvement Plan 
A major issue that impacted guest services at the Cardiff Marriott Hotel was a lack of clear communications regarding paid car-parking facilities, especially for those attending events. Guests would reach the hotel wondering if the service was free, hence creating confusion, followed by frustration and complaints. Service operations need to be in tune with customer expectations to promote satisfaction (Johnston and Clark, 2005). Such a scenario destroys all great first impressions and detracts from the guests’ experience.  
Grönroos (1984) developed a model of service quality that suggested that service quality depends on the technical result and how the service is delivered and communicated. Service quality models too identify the disparity between expected service delivery and perceived service delivery (Zeithaml, Bitner and Gremler, 2018). Service transparency is crucial concerning price and logistics; otherwise, perceived service failure may occur. Furthermore, research has concluded that transparent and timely communications increase guest trust, satisfaction, and loyalty (Ladhari, 2009). 
A two-step realistic to improve plan 
· Pre-arrival Communication – Make sure that the parking fees are clearly communicated in all booking confirmation emails, event brochures, and guest information packs so guests can form an understanding of the situation. 
· On-site Signage & Support – Better signage leading to parking areas around the hotel will help direct guests. Also, provide information on validation or discounted rates.  
 
[bookmark: _Toc6806]Conclusion 
My placement experience gave me a perfect learning chapter into how essential efficiency, teamwork, and communication would be in the delivery of quality guest service through the housekeeping department. I met my learning objectives by getting to know about operational standards, honing communication skills within a multicultural environment, and developing problem-solving skills. This experience has helped build up my confidence in facing real-life service situations. It has also aroused my interest in hospitality operations and strengthened my future career in supervision or managerial roles in hotels.  
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