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2. [bookmark: _Toc211251304]Introduction
The reflective learning log is based on my placement experience within the Housekeeping Department in Accor Novotel Cardiff, a four-star hotel with an unparalleled reputation in terms of cleanliness and comfort of the guests. The department is essential in the development of the first impressions and efficient operation by providing good teamwork, time management, and attention to detail (Anon, 2010). In my placement, I was involved in the daily cleaning activities, checking rooms, and communicating with the front office employees to make sure that guests were ready and satisfied. The reflection is based on the Experiential Learning Cycle (1984) described by Kolb, as it will enable me to assess my learning in terms of concrete experience, reflection, conceptual and practical knowledge.
The learning objectives are as follows:
· To enhance time management and attention to detail in housekeeping operations.
· To understand the relationship between cleanliness standards and guest satisfaction.
· To develop communication and teamwork skills within a multicultural work environment.
3. [bookmark: _Toc211079958][bookmark: _Toc211251305]Section 1: Role Reflection
3.1 [bookmark: _Toc211251306]Kolb’s Reflective Cycle 
Concrete Experience
When I was on placement at Accor Novotel Cardiff, in the Housekeeping Department, I had a busy weekend when there were several early checkouts and a last-minute VIP arrival that coincided with each other. I cleaned rooms, did quality checks and liaised with the reception to focus on room readiness. Another accident that occurred was the finding of a stained comforter cover ten minutes before the arrival of the VIP, which necessitated the change of linen and a re-check of the room immediately.
Reflective Observation
I observed the way pressure revealed lapses in task distribution and communication: employees were well prepared in their respective roles, but unclear on the matter of dynamism in prioritisation. I was adrenaline-filled and responsible at the same time: I was proud of having fixed the problem, but felt that the process could have been made a more comfortable experience. Watching co-workers such as my manager Goasha and Barbara and Marta my supervisors, I have realised that even minor organisational routines (numbered trolleys, visible handovers) were noticeable to be used.
Abstract Conceptualisation
This experience led to the derivation of two critical concepts (Felce, 2019). The first thing is that the management needs to effectively plan time and prioritise housekeeping to please the guests (Hagg, 2013). Second, when subject to pressure, standardised procedures (checklists, role assignments) reduce mistakes. The ideas are aligned to the principles of quality of service, where operational reliability and responsiveness are employed in determining the perceptions of the guests (Jones, 2007). I also made the assumption that procedural transparency and empowered employee decisions are primarily included in having consistent standards.
Active Experimentation
I used these lessons in later shifts: I proposed an easy priority board to the incoming rooms and volunteered to lead mid-shift quick-huddles to re-allot the duties in case of unforeseen circumstances. My manager Goasha and my supervisors Barbara and Marta guided me that I also should have a practice with quicker yet comprehensive linen-change skills, which a senior housekeeper acquired. These modifications reduced the turnaround time and made me more confident in dealing with conflicting demands. I was willing to experiment with more formal methods, such as pre-shift role allocation, in the future.
4. [bookmark: _Toc211251307]Section 2: Management Performance & Guest Service Analysis
4.1 [bookmark: _Toc211079961][bookmark: _Toc211251308]Management Styles
The housekeeping supervisors at the Accor Novotel Cardiff which are Barbara and Marta generally used the transformational leadership style, which motivated them to be driven by recognition and free communication. Each team briefing started with the appreciation of the performance of the past shifts, which contributed to establishing a positive starting point and better morale of the staff (Walker, 2021). This type of leadership style encouraged a sense of trust and efficiency, which were in line with the Management and Organisational Behaviour (Level 5) module, where compelling motivation was attributed to increased productivity (Wood, 2013). Nevertheless, Ghosh (2022) claims that at times of intense pressure, like during high group checkouts, the supervisor became more transactional, which is oriented towards task accomplishment within a short period of time.
4.2 [bookmark: _Toc211079962][bookmark: _Toc211251309]Health and Safety Compliance
The housekeeping department was also concerned with health and safety. The COSHH (Control of Substances Hazardous to Health) rules were followed to the letter, and any additional training on safe handling of chemicals was continuously strengthened (Valeriya et al., 2022). The personnel were provided with masks, gloves, and special footwear, and the risk assessment was done before each shift (AM, 2021). This was a sign of the global Accor safety practices and the adoption of a culture of responsibility and trust, and maintained a safe working setting as well as the guest environment.
4.3 [bookmark: _Toc211079963][bookmark: _Toc211251310]Culture and Teamwork
Inclusivity and teamwork were the principles on which the culture of the hotel was established (Gursoy and Maier, 2023). My experience with co-workers of different cultures showed me the importance of respect and the ability to be flexible. Constant teamwork and interaction fostered mutual support, which is in line with ideas of the Personnel Resourcing and Development (Level 5) module, which outlines the benefits of inclusive environments in employee engagement and service quality.
4.4 [bookmark: _Toc211079964][bookmark: _Toc211251311]Marketing and Guest Experience
Cleanliness has always been promoted as a selling point of the Accor brand. The visible hygiene standards and immediate service recovery were used to handle the expectations of the guests (Yu et al., 2021). Based on the Hospitality and Guest Services (Level 4), I gained knowledge in the area of how the consistency of service quality directly influences brand loyalty. I will ensure that in future, I focus on proactive service communication, in order to surpass the expectations of the guests.
5. [bookmark: _Toc211251312]Section 3: Guest Service Improvement Plan
5.1 [bookmark: _Toc211251313]Identification of Issue
One of the main areas of concern that I noted during my placement at the Housekeeping Department in the Accor Novotel Cardiff was the lack of uniformity in room turnaround time in the busy check-in schedules. Some rooms were ready in advance, but some were delayed as a result of a lack of cooperation between the front desk and the housekeeping staff. This non-coherence resulted in the waiting time of guests and, at times, displeasure, particularly to early-comers. The problem is high as efficiency and consistency are the key topics of guest satisfaction and operational excellence. Sarkar et al. (2021) argue that lateness in service delivery has what they call negative impacts on customer perception and loyalty towards the brand within hospitality. Further, the lack of a cohesive integration adds extra pressure to employees as well, demoralising them and posing a risk of human error (Valeriya et al., 2022). 
5.2 [bookmark: _Toc211251314]Three-Step Improvement Plan
Step 1: Introduce a Real-Time Room Status System
Install software on the housekeeping front office digital tracking. This will enable real-time monitoring of room status, which will result in improved communication and allocation of work around the peak periods (Hagg, 2013).
Step 2: Schedule Mid-Shift Coordination Meetings
Make 5-minute check-ins between front desk employees and supervisors to recognise unoccupied rooms and redistribute the resources accordingly (Jones, 2007). This facilitates flexibility and group work.
Step 3: Provide Efficiency and Motivation Training
Provide brief training on time management, teamwork and handling stress to achieve quality under high pressure. The appreciation of adequate personnel will also promote uniformity.
A combination of these measures is consistent with hospitality best practices, and the combination of these elements is likely to increase productivity, customer satisfaction, and general reliability of the services (Wood, 2013).
6. [bookmark: _Toc211251315]Conclusion
The practical experience at the Housekeeping Department of Accor Novotel Cardiff helped me to learn a lot about the efficiency of operations, leadership, and the quality of service in the hospitality industry. The Experiential Learning Cycle by Kolb helped me realise the need to manage time, collaborate with other team members, and be flexible in ensuring guest satisfaction. The experience of a transformational leadership style supported performance, motivation, and communication. The suggested enhancement plan, the introduction of digital monitoring, mid-shift meetings, and training of staff, will increase the efficiency and guests' experience. In general, this placement helped me become more confident in my professional abilities and connect the theory with practice and the importance of consistency in service delivery and empowering the staff as the main factors to maintain long-term loyalty of the guests.
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