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1. [bookmark: _Toc213684372]Introduction 
The Cheltenham Chase Hotel is a four-star hotel which has various services, including comfortable guest rooms which are comfortable, a restaurant, a relaxing spa, a leisure club, and even meeting and celebration events. I will be placed in the hotel beginning on 29th September 2025 and will last ten weeks. In the course of this period, I will be able to work in various departments in order to find how each of them functions and helps to provide the guests with general satisfaction. I have started working in the housekeeping department in where I work two days weekly under the guidance of Vicky, Courtney, and Michelle. They have been quite accommodating with me in the aspect of learning how to work as a team, manage time and keep the standards of cleanliness. This learning log sets out to revisit my first exposure to housekeeping, name one significant problem that appears in the guest service department, and relate my learning and theories in hospitality management. 
2. [bookmark: _Toc213684373]Department Reflection 
2.1 [bookmark: _Toc213684374]Overview of the Housekeeping Department
The housekeeping department is significant in ensuring that the house is clean, the guests are comfortable, and the entire standards of the hotel (Casado, 2011). The team will clean the guest rooms, common areas, corridors, wash clothes, approve rooms, and maintain cleaning machinery (Jayanti, 2023). A clean and well-kept environment makes a guest comfortable and satisfied during their stay, and this also enhances the reputation and brand image of the hotel (Walker, 2021). In the first couple of weeks in the housekeeping department at the Cheltenham Chase Hotel, I observed the importance of teamwork and organisation in the daily running of the housekeeping department. Vicky, Courtney, and Michelle, who were my colleagues, helped me learn cleaning routines and room preparation standards, as well as time management. I also noticed that the communication between staff members served the purpose of ensuring that all the rooms were up to the expected standards, even during the time the department was busy and stressed.
2.2 [bookmark: _Toc213684375]Identification of a Key Issue
Communication and Coordination
A major problem that I noticed in my housekeeping placement was the difficulty of communication and coordination between supervisors and room attendants. There were also instances of delays in the preparation of rooms, as the room assignments at the last moment or in cases where the instructions had not been clearly communicated led to delays in preparing the rooms (Hagg, 2013). Moreover, it happened when two attendants were left in one room with no knowledge that two were in the same room, and the other room was left unattended. 
This confused and disrupted the smoothness of the operations. Ineffective coordination is a direct factor when it comes to the satisfaction of guests, as delays during room preparation can lead to issues with check-in or even complaints on the part of the guests (Clark and Shulver, 2012). Operationally, it also decreases efficiency and raises stress levels among staff members, which may affect morale and service delivery (O’Fallon and Rutherford, 2020). To solve this issue, my supervisors, namely, Vicky, Courtney, and Michelle, now provide more apparent verbal updates in the morning briefings and have started to use checklists to monitor the progress. This strategy enhanced communication between staff in the teams and ensured rooms were prepared at the appropriate time (Anon, 2010). 
2.3 [bookmark: _Toc213684376]Reflection and Theoretical Application
I have contemplated and applied Kolb Experiential Learning Cycle to reflect on my learning experience in the course of my housekeeping placement at the Cheltenham Chase Hotel. It is a cycle comprised of four stages, which include concrete experience, reflective observation, abstract conceptualisation and active experimentation.
Concrete Experience
The experience that I had been through was participating in the daily housekeeping tasks, which included cleaning the guest rooms, refilling facilities, vacuuming and helping with room checks. I also tracked the progress of checklists and kept the members of the team updated on which rooms had been done. My collaboration with my supervisors, Vicky, Courtney and Michelle, helped me realise the significance of coordination and teamwork in ensuring that the department operates well.
Reflective Observation
As a supervisor observed the team, I realised that there was effective communication and tasks became more organised and efficient. In case of communication failure, confusion was a very frequent cause of time wastage and stress. I found this reflection to be helpful in my understanding of how leadership and communication have a direct impact on the quality of services and employee morale.
Abstract Conceptualisation
By connecting my experience and theory, I used concepts of Management and Organisational Behaviour (Bardi, 2011), linking the level of motivation found to be more effective with participative leadership. The enabling style of my supervisors boosted team performance and teamwork. I found out in Personnel Resourcing and Development that a positive culture stimulates collaboration and superior results. On the other hand, Hospitality and Guest Services emphasises that service delivery requires powerful teamwork behind the scenes (Wood, 2013).
Active Experimentation
Based on the feedback provided by the supervisors, I started to make sure that I confirmed instructions and only then started to work on them. Time management improved, and I started communicating my updates clearly to others. I will be setting up and implementing such enhancements in subsequent departments. Moreover, this reflection allowed me to learn that the hospitality industry must have excellent leadership, teamwork, and communication to ensure guest satisfaction and operational quality.
3. [bookmark: _Toc213684377]Three-Step Improvement Plan
Step 1: Operational Change
A briefing of housekeeping should be added to the daily routine that highlights the priorities of the rooms, the duties of the staff and any last-minute information. This will be used to make everybody aware of what they are doing, and there is less chance of miscommunication.
Step 2: Industry Practice Alignment
Jones (2008) argues that structured housekeeping operations that have a communication system will result in improved coordination and efficiency. The use of pre-shift briefings is in line with the industry best practices, where professional and organised handling of tasks and readiness of the rooms are encouraged (Felce, 2019).
Step 3: Expected Impact
This change will help in time management, the minimisation of confusion, and the flow of work by enhancing communication and coordination. Moreover, it will also decrease the level of stress among the personnel and enable managers to track the progress more efficiently. According to Casado (2011), effective collaborative efforts and well-defined working frameworks enhance the satisfaction of the employees and the experiences of the guests. This shift will assist in keeping the standards of service as high as possible, increasing the satisfaction of the guests and enhancing the performance and reputation of the hotel.
4. [bookmark: _Toc213684378]Conclusion
Conclusively, my placement experience at Cheltenham Chase Hotel, I was able to learn the importance of communication, teamwork, and leadership in the operations that housekeeping undertakes. Communication was also good and ensured that tasks were completed efficiently, and teamwork enabled the team to deliver high standards of cleanliness and guest satisfaction on tight schedules. As a witness of leadership at work, I enjoyed the role of supervisor to lead, support, and motivate the staff to perform better and enjoy a good working environment. The experience has enhanced my knowledge of operational management and how coordinated efforts in the background have a direct effect on the overall guest experience. I also realised the role of the detail, time management and proactive problem-solving in providing constant quality of service.
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