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Introduction

This learning log reflects my Level 6 placement in the Housekeeping department at DoubleTree by Hilton London - Chelsea. Housekeeping is essential to hotel operations, helping ensure rooms are clean, safe, and comfortable for guests (Raghubalan and Raghubalan, 2015). My main goals were to: (1) understand key housekeeping tasks; (2) learn from supervisors; and (3) see how housekeeping affects the guest experience.

Section 1: Role Reflection
This section employs Gibbs’ Reflective Cycle to analyse my placement experience.
Description:
During my placement, I took part in all areas of housekeeping. This included cleaning guest rooms, disinfecting surfaces, making beds, vacuuming, and restocking minibars and toiletries. I learned to follow task sequences for better efficiency and used Hilton’s cleaning checklists, especially the CleanStay programme (Hilton, 2024). I also helped with inventory tasks like counting linens and reporting faults. I used room status systems and saw how rooms are marked ready for guests. By shadowing supervisors on floor walks, I gained insight into quality checks (Gill, Barbour, and Dean, 2014). These daily tasks showed me how important housekeeping is to high service standards (Raghubalan and Raghubalan, 2015).
Feelings: 
At first, I felt anxious about the physical demands and fast pace of housekeeping (Chela-Alvarez et al., 2022). The pressure to meet tight deadlines made me doubt myself, and I sometimes felt overwhelmed, especially with unexpected tasks like maintenance issues or last-minute VIP rooms. Over time, this changed. Praise from colleagues and seeing guests happy with my work gave me pride and confidence. Even small gestures, like a “well done” or a smile from a supervisor, made a big difference. The friendly and diverse team made me feel supported, and I knew it was okay to make mistakes and learn from them.
Evaluation:
The placement helped me turn theory into real skills. Handling guest requests, such as extra pillows, taught me how to be discreet, polite, and emotionally aware, which are key traits in hospitality (Kotler, Bowen and Makens, 2017). I also saw how laundry delays or room status issues can affect workflow (Kensbock, Patiar, and Jennings, 2019). Despite these challenges, the team was supportive, and I learned how to stay calm under pressure. Team members often helped each other meet room targets, showing strong teamwork and unity (Lee et al., 2023).
Analysis:
A key observation was how supervisors managed both delegation and quality control. Effective supervisors set clear daily targets, supported staff, and upheld standards through random checks. These behaviours reflect transformational leadership, which I studied in Management and Organisational Behaviour (Mullins, 2019). One supervisor stood out by empowering the team, rotating tasks fairly, and helping directly during busy periods—practices aligned with leadership theory (Mullins, 2019; Hassi, 2019). I also noticed that positive reinforcement and recognition boosted team performance. Another insight was the use of service recovery. For instance, if a guest found hair in the bathroom, the room was quickly re-cleaned, and a service token was offered. This showed the connection between service quality and complaint handling, as covered in Guest Service Operations (Kandampully, Zhang and Jaakkola, 2018).
Conclusion:
This experience improved my housekeeping skills and deepened my understanding of the department’s role in guest satisfaction. I gained a clearer view of the high standards required in luxury hotels, from cleanliness to room presentation. I also learned how housekeeping operations must reflect the hotel’s brand image. The experience showed me the importance of good communication between staff and supervisors to maintain service quality (Wu, Wang, and Ling, 2021). Overall, I realised that housekeeping is not just about cleaning but about exceeding guest expectations through detail, consistency, and personal service.
Action Plan:
To continue my development, I intend to:
Gain more proficiency in using PMS for room status updates.
Apply for part-time positions to strengthen my technical capabilities.
Regularly reflect on service experiences to improve awareness and critical analysis skills.

Section 2: Management and Guest Service Analysis
Supervisory Skills
Housekeeping supervisors are responsible for assigning room quotas, monitoring progress, conducting quality checks, and handling complaints or operational issues. During my placement, I observed effective supervisory practices that included fairness, real-time support, and clear communication of standards. These behaviours reflect democratic and participative leadership styles, which have been shown to improve team morale and effectiveness in the hospitality sector (Popli and Rizvi, 2016; Hawkins, 2021).

Health and Safety Compliance
Following health and safety procedures was essential. I was trained in safe manual handling, correct use of cleaning chemicals under COSHH guidelines, and how to spot common hazards like wet floors or faulty wires (Health and Safety Executive, 2023). Colour-coded tools helped prevent cross-contamination, and regular fire drills kept staff prepared. These practices follow industry standards and show the ethical duty of hospitality employers (Jones and Lockwood, 2002).

Culture and Teamwork
Working with a team from different cultural backgrounds at DoubleTree had a big impact on me. We had colleagues from places like Eastern Europe, South Asia, and West Africa, each with their own way of communicating and working. At first, I found it hard to keep up—accents, humour, and styles were all different. But over time, I learned so much. A Romanian colleague showed me a quicker way to make beds, and a Ghanaian team leader inspired us with kindness and humour. These experiences helped me become more open-minded, patient, and a better listener. Being part of such a diverse team really helped me grow both personally and professionally.

Guest Experience and Brand Standards
Room presentation, including bed arrangement, surface cleanliness, and scent, affects the guest’s overall impression. Special attention was given to VIP rooms through personalised touches such as welcome notes and complimentary chocolates. The Hilton CleanStay initiative, which includes sealing doors after disinfection, exemplifies how standardised processes contribute to guest trust and safety (Hilton, 2024). These practices reinforce the concept that housekeeping is central to shaping the guest experience (Kandampully, Zhang and Jaakkola, 2018).


Section 3: Guest Service Improvement Plan
Identified Issue: Inconsistent Housekeeping Trolley Restocking
An issue I encountered was the inconsistency in how trolleys were restocked at the beginning of shifts. In several instances, team members began rounds without sufficient toiletries or linen, resulting in time lost returning to the storeroom.

Justification
Housekeeping efficiency is measured not only by the speed of room turnover but by the ability to deliver service without interruption. Incomplete trolleys delay service, frustrate staff, and potentially cause room availability delays. This inefficiency disrupts smooth guest check-ins and shows weaknesses in planning and communication.

Improvement Plan
The improvement plan includes the following four key aspects:
pre-shift trolley checklist
Provide a laminated checklist for attendants with key items like towels, toiletries, and bin liners. Filling it out before the shift will help ensure they are prepared.
supervisor verification
Have a supervisor or senior staff check each trolley before use to maintain consistency and responsibility.
reorganised stock room
Rearrange the stockroom for easier access to common items. Use labelled sections for toiletries, linen, and tools to make restocking faster.
feedback log
Set up a feedback log for attendants to record stock issues. Supervisors can use it to spot patterns and order supplies early.

Expected benefits include: 
streamlined housekeeping routines and quicker room readiness.
enhanced guest satisfaction due to timely check-ins and fully prepared rooms.
increased job satisfaction for staff through reduced stress and better resource planning.
Please see the implementation timeline below.
Step	Action	Timeframe
1. Checklist Development	Draft and print laminated trolley checklists	Week 1
2. Supervisor Orientation	Train supervisors on pre-shift verification	Week 2
3. Stockroom Reorganisation	Implement labelled layout for efficiency	Weeks 2–3
4. Feedback Log Rollout	Introduce logbook and assign responsibility	Week 3
5. Monitor & Review	Evaluate process effectiveness and adjust	Weeks 4–6


Table 1. Implementation timeline
Conclusion
My placement in the Housekeeping department at DoubleTree by Hilton London - Chelsea provided a meaningful learning experience. I developed technical competencies in room servicing, acquired a deeper appreciation for leadership in operational contexts, and recognised the strategic role of housekeeping in guest satisfaction and brand management. 
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