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	Introduction
As part of my Hotel Administration and Front Office Operations module, I completed an internship within the housekeeping department at ibis Budget Newport. It gave me invaluable experience that I have not seen and insight into how a team of housekeepers work and operate in a hotel setting. In this reflective journal, I will explore and reflect on my learning and experience using Gibbs’ reflective cycle model. This model provides a structured framework for thinking about my activity situation, my emotions, research, analysis, conclusions, and action plans. Leadership gave me a broader understanding of the process and enhanced my practical skills. This thoughtful journal allows me to engage in critical thinking and self-examination to amplify the lessons I learned during my placement and use them to further improve myself in the workplace.
Description
My housekeeping duties at ibis Budget Newport include shadowing and assisting housekeeping staff with their daily tasks. I was able to observe and participate in guest and bathroom cleanliness, linen changing, vacuuming, dusting, trash removal, and checking rooms for cleanliness According to Tewan (2009), the housekeepers worked hard as a team to ensure all rooms reached guest house of the strict standards. I also learned how the housekeeping department coordinates with the front desk and other departments. The pace was fast with tight deadlines, requiring efficiency and planning. First-hand experience of the physical demands of housekeeping and the importance of teamwork to ensure tasks are completed on time.
Feelings
I was excited but nervous when I started delivering my housekeeping project, as it was my first hands-on experience in a real hotel. The work overwhelmed me at first, as it was taxing through ceaseless movement and hard physical work. However, the helpful guidance of the compassionate housekeepers helped me to feel better. I was inspired to see the staff working diligently as a positive team. Helping to ensure that the rooms were properly separated gave me a strong sense of accomplishment (Tesone, 2010). I was proud to have trusted professionals to take on more responsibility. This testimony boosted my confidence and interest in the hospitality industry.
Evaluation
Exploring my experience gave me important insights into the operations and operations of the management department. Throughout the day I witnessed the physical nature of housekeeping tasks like deep cleaning, making beds, and pushing heavy carts. I learned the importance of teamwork, communication and communication with departments such as front desk and maintenance. Time management, efficiency, attention to detail and adherence to cleanliness standards were essential (Solomon, 2018). While I was emphatic, I found the work rewarding and appreciate the direct impact room cleanliness had on guest experiences. My choice highlighted the important role that housekeeping plays in the branding and operation of the hotel. I learned new useful skills while improving existing ones through hands-on experience. This will be invaluable for my future career in the hotel industry.
Analysis
Having examined my experience in housekeeping, I realized the great importance of hard work, efficiency, time management and teamwork in this role. The fast-paced, labour-intensive project provided a valuable learning curve to build my physical endurance, speed, attention to detail, and communication skills and I gained useful insights on housekeeping techniques, hygiene standards, and communication with other departments (Johnston, Clark and Shulver, 2012). I have found the direct impact of our work on guest satisfaction requirements to be extremely rewarding. This highlighted the important role of housekeeping in the operation and reputation of the hotel. The hands-on experience allowed me to apply classroom skills in the real world, which cemented my interest in pursuing a career in the hospitality industry. This place has enriched my skills and mindset.
Conclusion
This housekeeping project set up at ibis Budget Newport provided an invaluable opportunity to gain first-hand experience and new insights. Applying theoretical skills to a practical hotel was enriching. I now understand the important role housekeeping plays in guest satisfaction and hotel reputation. This place has increased my respect for the housekeeping profession and strengthened my skills through hands-on learning. I look forward to building on this knowledge as I continue my interest in working in the hospitality industry. The lessons I learned about work ethic, attention to detail, teamwork and hard work will apply throughout my career in the hospitality industry.
Action Plan

· I plan to build my physical fitness to fulfill housekeeping demands through exercise. 
· I will delve into housekeeping SOPs and procedures to further improve my skills. My goal is to improve my time management, efficiency, communication and management skills. 
· I plan to take a part-time role or work in hotel housekeeping departments to gain more experience.
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	Trip Advisor Review Response 150 words +/-10%

Dear,
Thank you for taking the time to share your recent experience with our ibis Budget Newport. Providing a clean and comfortable room for our guests is our top priority. We have discussed your feedback with our housekeeping team in order to enforce our strict cleaning policies and standards. Please note that your experience does not reflect the high standard of service we aim to provide. We hope you will consider giving us another chance to give you a five-star housekeeping experience. If I can be of any help in improving your experiences in future, please feel free to contact me directly. Thanks again for your comments - we appreciate your feedback as it will help us improve.

	




	Screen shot of referenced Trip Advisor review used:
[image: ]
Source:  Tripadvisor (2022)

	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Dear Mrs John Blake

Thanks for bringing your recent experience at ibis Budget Newport to my attention. I sincerely apologize for your unacceptable housekeeping duties during your stay.

Providing our guests with clean and comfortable accommodation is our top priority. I was distressed to hear about the issues you experienced, from finding dirty sheets and towels to an empty room upon check-in. I can certainly understand your frustration at not being able to stay in your room after a long day of travel. You trust me this is not ideal for our housekeeping standards.

When I received your letter, I did a thorough investigation. There seems to have been a temporary staffing issue on the day you visited, resulting in some rooms not being cleaned and maintained to our standards and clearly in this instance we failed to meet our high standards. Please accept my sincere apologies for the inconvenience and frustration this has caused you.

As a valued guest, you deserve the highest level of service during your stay. I took the following steps to deal with this situation.

· Our housekeeping team received additional training in cleaning, inspection and maintenance
· Housekeeping controls have increased general monitoring and inspections to ensure that buildings meet hygienic standards
· Flexible room change system was used for quick service during busy periods
· Increased communication between housekeeping and front office to proactively identify and resolve any hygiene issues
· Upgraded machinery and fixtures have been developed to provide more efficient service
I sincerely hope that these measures will assure that we take quality leadership more seriously. It is unacceptable not to find your room clean and ready for comfort upon arrival. This does not reflect the guest experience we aim to deliver.

As a gesture of goodwill, I have asked for a refund of the room rate for the duration of your stay. I hope you will consider giving me another opportunity to provide you with a 5-star housekeeping experience in the future, if I can assist with any reservations, please do not hesitate to contact me directly.

Again, please accept my sincere apologies for the inconvenience during your recent visit. We highly value feedback from guests like you because it helps us improve our services and programs. I shared your letter with my team to emphasize our unsuccessful commitment to clean and comfortable facilities. Thank you again for bringing this matter to my attention. I hope I have addressed your concerns satisfactorily.
Best regards,
ibis Budget Newport



Component Three:
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	While working as a housekeeper at ibis Budget Newport, I tried to demonstrate strong customer service skills. When cleaning the rooms full of pets, I was quiet and undisturbed so as not to disturb visitors. Attention to detail when making beds, decorating furniture, and ensuring all freebies are properly packed to make guests feel comfortable upon their return (Hammer, 2016). If I encountered any maintenance issues in a room, I would immediately inform my supervisor so that it could be properly repaired.
As guests passed in the lobby, I smiled, made eye contact, and politely greeted them to reinforce the warm and hospitable atmosphere of the hotel. Any requests for extra towels or supplies were dealt with promptly and courteously. If I did not know how to respond, I asked my supervisor for guidance. I realized the importance of representing the hotel well through my conduct, attitude and communication.
I helped answer calls, check in/out guests, provide information, and address concerns. My goal was always to be friendly and helpful. When I encountered any unhappy or disappointed guests, I was calm and sympathetic as I worked to resolve their issues. Increasing customer satisfaction has been my primary focus.


	
Key Skill 2 – Communication Skills 


	Providing housekeeping services has allowed me to increase my verbal and nonverbal communication skills in a professional and hospitable environment.

I developed my active listening by receiving guidance from supervisors and learning from executives. I thought carefully, asked clarifying questions if I was not sure, and returned instructions to confirm understanding. Answering guest questions at the front desk and providing room status updates to managers also improved my brief, clear verbal communication skills. It was important to adapt my communication style and vocabulary to each audience.
And managing relationships with guests and colleagues in a fast-paced environment requires excellent non-verbal communication skills such as eye contact, smiling and nodding (Fallon and Rutherford, 2011). My body speech showed good judgment and energy. I noticed how the managers maintained calm and friendly facial expressions even in stressful situations.
According to Fanthorne (2004), written communication was important and room hygiene conditions, supply requests and work time reports were noted. I made sure my manuscript was legible and the notes were clear, detailed, and accurate to avoid confusion. This selection highlighted how good communication enables business planning, faster problem solving, superior customer service delivery and smoother operations. Through frequent interactions with strangers, managers and colleagues, my communication skills were sharpened. I learned how to communicate verbally and non-verbally professionally by adapting my approach to each person and situation. This will be invaluable in my hospitality career where communication is essential to success.

	
Key Skill 3 – Organisational Skills 


	The stewardship allowed me to strengthen my organizational capacity in a busy hotel environment. I learned the importance of planning and preparation to successfully handle high workloads. This includes getting dressed to arrive with all the cleaning supplies ready and organized on my cleaning cart. According to Bardi (2011), prioritizing projects, monitoring room condition, maintaining timeliness and completing all assigned units within the full deadline was essential.

I also learned the value of seamless collaboration with other departments. This helped me manage work and share updates with managers by monitoring room cleaning schedules, conditions and requirements with the front desk and maintenance team to enable quick turnaround. Detailed cleaning inspections and information written in each room which I will maintain. Proper labelling and inventory management saved a lot of confusion (Corgel, Sturman and Verma, 2011). Most importantly, I had to compose myself mentally and physically to keep working hard and positive despite the gruelling workload. Enhancing my organizational skills has proven invaluable in that it has enabled me to carry out my stewardship in an orderly and productive manner during a busy schedule.

	
Key Skill 4 – Problem Solving Skills 


	The placement in home care helped build my problem-solving skills as I faced a variety of challenges. I learned to calmly evaluate problems, methodically analyze their causes and implement practical solutions. For example, when I found a heavily stained bed, I first tried the usual method of stain removal. When that did not work, I immediately told my boss they had to decide if it needed to be replaced. If there was a maintenance issue such as broken appliances, I immediately coordinated with the maintenance crew and had it fixed before the next occupancy. If I noticed shortages during the renovation, I effectively filled up.
In the presence of an angry guest, I was polite and understanding, aiming to resolve their grievances. If I cannot handle it alone, I have asked for supervisors’ guidance. The installation made me think critically, creatively, and calmly problem-solve. He tried to weigh the views before answering. Finding permanent solutions, rather than temporary fixes, was a priority (ASET, 2013). This problem-solving approach that includes calm analysis, open communication and the use of all available resources will continue to help me in the hospitality industry. The hands-on experience helped reinforce these skills.
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Not the prettiest location (next to busy road) but really good value for money.
Stayed in a double room.

The room was clean, warm, comfy bed, quiet and friendly, helpful staff. The
shower was really clean and warm. I've stayed in more expensive hotels which
weren’t as good!
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