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I kept a record of my 14-day placement at the DoubleTree by Hilton Dartford Bridge in the Housekeeping Department. Hilton’s international brand includes this location which welcomes business and leisure guests. In my placement, I took part in real activities by preparing the guest table within a specified time, creating a graphic sheet for the housekeeping team, controlling a team for one day and observing operations in the front office. 
By performing these tasks, I could use reflective thinking, based on Kolb’s model, to gain important insights about operations, how to lead a team and guest experience. I use these reflections to compare my current experience to my previous one at Level 4 and connect it to what I’ve learned on all three years at the University of Wales Trinity Saint David (UWTSD).
[bookmark: _Toc200055569]Section 1: Reflection on My Role and Supervision
For the first thing, I had to arrange a guest room table according to strict time limits. At the beginning, I did not understand how important it was to be precise and stick to deadlines; however, my supervisor advised me on how to organise everything better. The idea of hands-on training connects to the approach in luxury hospitality where even little things in guests’ rooms are important (Jones and Lockwood, 2002). My supervisor instructed me on carrying out the work and organising it and it became clear to me that procedural knowledge can greatly decrease mistake, as stated by Brotherton and Wood (2008).
Making a graphic guide for housekeepers was an important achievement in my learning process. I made diagrams and put labels on them to illustrate common errors and the right ways to arrange rooms which improved how I wrote. When used, visual SOPs make clarity easier and provide additional support during shifts when new employees join (Davis et al., 2018). While I was not given this duty, I suggested it because being actively involved shows leadership potential.
I particularly enjoyed my time when I acted as a shift supervisor. I had to see that all rooms were given out at the proper time and I was tasked with reporting developments to the floor manager. My experience in coordinating with the team and being accountable gave me the basics of situational leadership. Based on what Yukl (2013) argued, service environments that require quick reaction need leaders to adjust their actions according to the team’s stage of development and how urgent the task is. I needed to make sure team members were working together without pushing back deadlines and Lashley and Lee-Ross (2003) mention this motivation as a form of emotional labour.
Referring to Kolb’s (1984) model, these events made up the first two phases—concrete experience and reflective observation. I explored the fact that good service readiness depends on teamwork and getting feedback rather than executing tasks alone. I also recognised that distributed leadership became necessary during short shifts, since someone not in charge could step in and make sure things went smoothly.
[bookmark: _Toc200055570]Section 2: My Development Journey at UWTSD
Seeing the difference between where I was in Level 4 and now in Level 6 proves I have progressed. At this point, I mainly observed what others were doing. The job required me to offer help within reception hours or join the food service staff but was not responsible for anything major. Yet, what I am dealing with now includes being responsible such as setting service deadlines, reviewing building designs and observing delivery activities. It also follows the educational idea that early experience supports better performance at a higher level (Cooper and Shepherd, 2007).
What I had learned in UWTSD prepared me for my everyday activities at work. At Level 4, I looked into Hospitality Operations Management, where I learned about room standards and analysing time and effort. This is why these ideas were put into action during the time-sensitive setup of the tables in 24 minutes. As a result of the Customer Service and Experience module, I understood emotional intelligence better, so I was able to handle minor conflicts on my supervisory day. King et al. (2011) point out that having emotional skills matter a lot for back-of-house leadership which is what these insights highlight as well.
At the sixth level, I looked into strategic guest service and realised that how housekeeping works is very important for guest impressions and loyalty to a brand. That was made even clearer to me on the final day I spent following the front office. I experienced that whenever room readiness reports were not correct, it delayed cheque-in and made guests less happy. According to O’Fallon and Rutherford (2011), service delivery-related communication issues can cause problems for guests throughout their stay.
For Kolb, they are the abstract and active experimentation stages since I was able to use what I learned from classes in real hotel situations. I have realised that operating effectively is also about every role and workflow working together seamlessly and it is the hands-on learning that helped me reach this conclusion.
[bookmark: _Toc200055571]Section 3: Guest Service Improvement Proposal
During the housekeeping and front-office roles, I saw that information wasn’t always shared well when handing over between shifts. A number of rooms were deemed “ready” when inspections had yet to be carried out which slowed things down and led to misunderstandings. This is a normal issue in hotels and underlines the need for status tracking to be well coordinated. In their view, combining live updating across departments greatly lessens delays and enhances the guest experience.
I suggest developing a basic digital tool such as a Google Sheet shared with everyone or an add-on to the hotel’s new information management system, that shows when rooms are ready. It is important that the system is open to use by both front office and housekeeping supervisors. Once done with cleaning and inspecting, each team member would add their comments with a time and initials in a single room log. With this change, mistakes might be avoided and it should not cost much to make. In their research, Brookes and Roper (2010) argue that intensive use of digital tools can add transparency and accountability among team members in mid-scale hotels.
Additionally, staff members could be required to hand over information on ongoing matters and needed support during short five-minute meetings with colleagues. This is the same as Gittell (2002) states in relational coordination, where how people interact and treat each other determines performance. Sharing the duty of leading handovers with juniors would be a good step to bring them into leadership positions.
The use of such measures could increase the effectiveness of the organisation and encourage more people to take responsibility. Guests would get their rooms sooner and hotel workers would avoid doing the same tasks and experience a clearer assignment of duties. Guest satisfaction, according to Sloan et al. (2013), is generally the outcome of how the business manages its back-office activities, not only from front-desk services. For this reason, internal service advancements affect both the reputation of the brand and the ability to operate steadily.
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Working for two weeks in the Housekeeping Department at DoubleTree by Hilton Dartford Bridge gave me a chance to observe the actual operations of the hotel for guests. I had to plan a room table in accordance with schedule, lead others and produce visual aids that exhibited knowledge I acquired in school. My placement experience revealed how my learning at the previous levels at UWTSD, from simple observation to more responsibility, has helped shape me. By making use of Kolb’s approach, I drew knowledge from each practical event. I noticed that, to offer excellent service, a group of disciplined co-workers working in harmony is crucial, not only what a guest sees. I feel ready to add value to well-structured hospitality areas, using my technical, communication and supervisory abilities together.
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