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Introduction: 

This report provides a comprehensive reflection on my placement in the housekeeping department at York House Hotel in Eastbourne. It will begin with a brief introduction and history of the hotel, literature, followed by a discussion of my contributions during the placement, an analysis of negative points and situations encountered, and finally, recommendations. Additionally, I will use the Gibbs Reflective Cycle to assess my experiences, addressing six stages: description, feelings, evaluation, analysis, conclusion, and an action plan for future improvement. 

Background History of York House Hotel: 

York House Hotel, nestled in the picturesque town of Eastbourne, has a rich history of delivering exceptional hospitality services. Over the years, it has earned a reputation for its charming ambiance and prime location, providing guests with convenient access to the stunning coastline and local attractions. (Western, 2023) 



Housekeeping in Hotel Hospitality: A Critical Component of Guest Satisfaction

Housekeeping is a fundamental department within the hospitality industry, especially in hotels, where cleanliness, order, and attention to detail are predominant. This department plays an essential role in ensuring the comfort and satisfaction of guests. A well-functioning housekeeping team can significantly influence a hotel's reputation and overall success. (G. Raghubalan, 2015) 

Importance of Housekeeping: 

· First Impressions: Housekeeping is often the first point of contact guests have with a hotel. Clean, well-maintained rooms and public areas create a positive first impression and contribute to a warm welcome. 

· Guest Comfort: Clean and well-organized rooms are essential for guest comfort. A peaceful and hygienic environment enhances the overall guest experience. 

· Health and Safety: Housekeeping is crucial for maintaining health and safety standards. Proper sanitation, regular cleaning, and attention to detail prevent accidents and illness, which can lead to legal and reputational consequences. 

· Efficiency and Productivity: A well-managed housekeeping department operates efficiently, ensuring that rooms are ready for occupancy in a timely manner. This is particularly important in high-demand periods. 

· Environmental Sustainability: Modern housekeeping practices often emphasize sustainability. Minimizing waste, conserving resources, and using eco-friendly cleaning products are becoming industry standards. (TL, 2021)

Roles and Responsibilities of Housekeeping: 

The housekeeping department in a hotel encompasses a wide range of roles and responsibilities, including: 

· Room Cleaning: The core function of housekeeping is to clean and prepare guest rooms. This involves making beds, cleaning bathrooms, dusting, vacuuming, and replenishing amenities. 

· Linen and Laundry: Managing the hotel's linen and laundry services, ensuring that towels, sheets, and other items are clean and well-maintained. 

· Public Areas: Housekeepers are responsible for maintaining the cleanliness and order of common areas such as lobbies, corridors, and dining spaces. 

· Maintenance: Housekeeping teams often identify and report maintenance issues, ensuring that they are promptly addressed. 

· Inventory Management: Managing supplies, cleaning products, and amenities is essential for efficient operations. 

· Guest Services: Providing extra services such as room service, turndown service, and responding to guest requests promptly. (Rai, 2020) 

Challenges and Innovations: 

The housekeeping department faces numerous challenges, including high turnover rates, the need for continuous training, and the demand for cost-effective operations. In response, the industry is increasingly turning to technology, such as housekeeping management systems, to streamline processes and enhance efficiency. The use of eco-friendly cleaning products and sustainable practices is also a growing trend. (Talwar, 2006) 


Contributions During Placement: 

During my housekeeping placement at York House Hotel, I had the privilege of working alongside the head housekeepers, Joana and Amanda. Their roles encompassed managing tasks distribution, floor organization, and the allocation of rooms to each housekeeper. The number of rooms assigned to each housekeeper varied based on the daily mix of checkouts and stayovers, making it a dynamic and challenging aspect of the role. 

In my role, I actively participated in various housekeeping duties. This included making beds, cleaning bathrooms, vacuuming, and restocking amenities in guest rooms, contributing to the overall cleanliness and guest experience. 

Discussion/Analysis of Observations: 

· Glass Cleaning and Hygiene: 

One of the most significant concerns I encountered during my placement was the practice of washing glasses in the bathroom sink and cleaning them with room towels. This practice raised hygiene concerns, as glasses should ideally be machine-washed and properly sanitized. Furthermore, housekeepers should carry trays with clean glasses to ensure efficient replacement. 

· Guest with Dog Situation: 

A particularly challenging situation arose on Sunday, 29th October when a guest with a dog was allocated to room 350 by the government council. The dog was defecating in the room due to the owner not taking him for walks often, led to housekeepers refusing to clean it due to the government's non-payment of that particular room. This situation caused distress for the guest and hotel leading to the guest being invited to leave the premises. Ultimately, the dog defecated in the reception area, leaving the head housekeeper Joana uncertain on how to address the situation and which product to use. I suggested the use of an emergency absorbent clean-up powder deodorizer, commonly used for cleaning body fluids and vomit, to manage such incidents effectively. 

· Limescale Build-up: 

Another concerning observation was the visible accumulation of limescale around faucets in various facilities within the hotel. Limescale build-up not only impacts cleanliness but also affects the overall aesthetics of the hotel. Preventive maintenance and regular cleaning should be implemented to address this issue. 


· External Laundry Services: 

It came to my attention that the hotel outsourced its bedding laundry to an external company. However, the hotel had its own laundry area with washing and drying machines. Transitioning to in-house laundry services could lead to cost savings and align with sustainable practices. 

Recommendations: 

· Glass Cleaning and Hygiene: 

Implement proper glass cleaning procedures, emphasizing machine washing and sanitation, to ensure the safety and well-being of guests. Housekeepers should carry trays with clean glasses for efficient replacement. 

· Guest with Dog Situation: 

Train the housekeeping team in the use of emergency absorbent clean-up powder deodorizer to handle incidents involving body fluids, vomit, or pet-related messes more effectively. I recommended a product used in my current workplace and past experiences. 

· Limescale Build-up: 

Develop a routine maintenance plan to address and prevent limescale build-up around faucets in the hotel's facilities, enhancing overall cleanliness and aesthetics. (Brody, 2016)

· Laundry Services: 

Evaluate the feasibility of transitioning to in-house laundry services for bedding, which may lead to cost savings and promote sustainability. (Philip Sloan, 2013) 




Self and Academic Experience Using Gibbs Reflective Cycle: 

Description: My placement at York House Hotel provided me with practical insights into the world of housekeeping, allowing me to witness the day-to-day operations and challenges faced in a prestigious hotel. 

Feelings: While I was excited to gain real-world experience, I also felt apprehensive about the responsibility and challenges that lay ahead. 

Evaluation: I learned that the housekeeping department plays a critical role in maintaining the hotel's reputation and guest satisfaction. However, I was disappointed by certain practices that compromised hygiene and professionalism. 

Analysis: The observations made during my placement highlighted the need for improved practices in glass cleaning, responding to unique guest situations, and addressing maintenance issues. It also revealed opportunities for cost savings and sustainability. 

Conclusion: My placement at York House Hotel was a valuable experience that allowed me to gain practical insights into housekeeping. It reinforced the importance of adhering to high standards in the industry. 

Action Plan: In my future endeavours, I will continue to apply the knowledge gained during my placement to ensure I maintain the highest standards of cleanliness and hygiene. I will also advocate for improvements in housekeeping practices based on my observations at York House Hotel. (Yuniatri Intan Kusuma Ningrum, 2020) 




Conclusion:

In the hotel hospitality industry, the housekeeping department is not merely responsible for cleanliness; it is a cornerstone of guest satisfaction. Clean and well-maintained rooms and public areas, attention to detail, and a commitment to guest comfort and safety are crucial aspects of the housekeeping profession. As the industry continues to evolve, housekeeping will remain an integral element of the hotel experience, and its role in maintaining high standards of hospitality will persist.

In conclusion, my placement at York House Hotel offered a unique opportunity to witness the inner workings of a reputable hotel and identify areas for improvement. By reflecting on these experiences and implementing necessary changes, I aim to contribute to the enhancement of housekeeping standards in the hospitality industry.
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