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[bookmark: _Toc198294588]Introduction
The placement at Ibis Leicester City was a valuable experience. This reflective learning log will focus on the housekeeping department and my experiences during the placement. The housekeeping department is responsible for maintaining their hygiene, cleanliness, and timely check-in (Casado, 2017). This will discuss the experiences of my placement in the housekeeping department. This will also focus on the managerial style and leadership style of the supervisors and the organizational culture. The key issue that is reducing the effectiveness of the organization will be identified and some improvement plans will be provided here. From the placement, I have some objectives and those are,
· Understand the daily procedure in the housekeeping department.
· Skills that are necessary to develop a good career in the hospitality industry.
· Application of theoretical knowledge in the real-world scenario to bridge the gap.


[bookmark: _Toc198294589]Section 1: Role Reflection during Placement
To make a structured reflection on the experiences of placement, Gibbs's Reflective Cycle model has been used here. This will provide a critical evaluation of the experiences in a comprehensive and systematic manner.
[bookmark: _Toc198294590]Description
During my placement at Ibis Leicester City, I was engaged in multiple departments, and among them, the focus was on the housekeeping department. I used to work in the Housekeeping department most frequently which included the cleanliness, hygiene, and presentation of the rooms in front of the guests. I assisted my colleagues in ensuring linen replacement, restocking amenities, handling guests, and ensuring the quality of services.
[bookmark: _Toc198294591]Feelings
At the start of the placement, I was highly excited to get the opportunity to work in this reputed brand in the hotel industry. Besides that, I also felt uncertain as I had never walked in this type of brand before. I was able to learn about the hotel industry and the maintenance of the rooms including the whole chain. Through the supervision of my supervisor, I started to learn about the job, the necessary skills, and the nature of the industry.
[bookmark: _Toc198294592]Evaluation
Ibis Leicester City is a highly reputed brand in the hotel industry for which it remains busy most of the time. The work culture of this organization is fast-paced and highly structured. Through effective communication, leadership, delegation, and teamwork, the operations of this hotel industry become smooth sailing and this becomes highly satisfying (Sarkar et al., 2021). However, there was some ineffectiveness due to poor leadership and lack of interaction among the departments.
[bookmark: _Toc198294593]Analysis
Through my placement at Ibis Leicester City, I have developed different skills that are related to the hotel industry. The supervisors and Staff must have leadership skills. Internal communication and supportive teamwork are necessary to ensure consistency and higher guest satisfaction. In the case of handling cases and avoiding unexpected situations, effective problem-solving skills have significance (Chatterjee, 2022).
During my placement, I have encountered different situations. I want to mention that one morning I received a large group of guests and due to the lack of collaboration and communication among the departments, the cleanliness became late in the rooms. So I immediately received the guests and communicated with the responsible persons to ensure the hygiene of the room. In the meantime, our supervisor welcomed them with soft drinks and asked them to take a rest for a while sitting in the visiting rooms. She proactively handled the whole situation ensuring guest satisfaction and also prepared the room within time. From this incident, I have learned that leadership is highly necessary in the hotel industry. On another day a guest complained that the room was not cleaned properly. Our supervisor was absent and one of my colleagues immediately took the complaint and solved the problem. The situational leadership style has priority in this incident.
[bookmark: _Toc198294594]Conclusion
The placement at Ibis Leicester City has improved different professional knowledge. The housekeeping department requires proactive problem-solving capable of enhancing the guest satisfaction (Jayasinghe, 2020). Communicating with the guests confidently during peak hours and solving their problems require effective leadership qualities. I was able to gather communication skills and leadership skills through my placement at this hotel.
[bookmark: _Toc198294595]Action plan
Some necessary steps can be taken to improve the future career. Those are provided below,
	Skills
	Objective
	Action plan
	Timeline

	Communication Skills
	Giving clear verbal update
	Attend workshops and seminars
	3 Months

	Leadership and Delegation Skills
	Develop leadership capabilities
	Volunteer for team lead responsibilities and gain theoretical knowledge.
	Ongoing

	Problem-Solving
	Analyse and make decisions in uncertain situations
	Read case studies
	4 Months


Table 1: Action plan for future upgradation
Source: (Self-made)
[bookmark: _Toc198294596]Section 2: Management performance and guest service analysis
During my placement at Ibis Leicester City in the housekeeping department, I encountered organizational culture, different strategies, and operational effectiveness that maintain the reputation and guest satisfaction.
[bookmark: _Toc198294597]Management style
The housekeeping department of the organization focuses on a democratic and authoritative leadership style where they involve the team members and decision-making and focus on open communication (ASET, 2017). This helped to improve the engagement, cooperation, and motivation of the Staff.
[bookmark: _Toc198294598]Health and safety compliance
The housekeeping department is highly aligned with the Health and Safety at Work Act 1974 to ensure safety and cleanliness within the rooms. I observed a strong emphasis on ensuring health and safety within the hotel and so they provide personal protective equipment to the employees. The organization needs to add the "wet floor" warning sign during the time of cleanliness to avoid any incidents according to the Occupiers Liability Act 1957 (Fallon and Fallon, 2015).
[bookmark: _Toc198294599]Culture and teamwork
The hotel focuses on a collaborative and supportive work culture and it believes that positivity and team dynamics can improve service delivery and guest satisfaction. The housekeeping team has a strong teamwork culture which is highly applicable during the higher workload. The employees are willing to go beyond their assigned duties during peak hours and they are also trained in foreign languages and have cultural awareness which reduces the communication gap with the guests.
[bookmark: _Toc198294600]Marketing and guest experience
The marketing essentials are also necessary for ensuring the guest experience. Cleanliness remains the top priority for the guests who come for leisure or travel. Online reviews, star ratings, repeat bookings, etc. are provided on websites (Hagg, 2017). During my placement, I experienced those the guest’s expectations are highly managed with necessary amenities, fulfilling the guest's request and seeking feedback from them.

[bookmark: _Toc198294601]Section 3: Guest Service Improvement Plan
Sometimes the organization faces delayed guest request fulfilment. This increases the guests complain rates, reduce their satisfaction and also reduce organizational reputation ((Jayasinghe, 2020). Some actions can be taken to improve the effectiveness of the housekeeping department at Ibis Leicester City. Those are provided below,
· A simple digital task management handled by the front desk staff can help to overcome the problem. The housekeeping department will get real-time information about the guest's request and take necessary measures (Walker, 2021).
· It can develop a clear written SOP for handling guest requests which will be a formal procedure to meet the guest's expectation. This will enhance the consistency within the operations of the hotel.
· The organization should ensure staff training especially the communication workshop to enhance the coordination and collaboration among different departments. This will ensure a more cohesive service delivery and enhance the perception of professionalism towards the hotel.

[bookmark: _Toc198294602]Conclusion
The placement experience at the housekeeping department in Ibis Leicester City provided a valuable opportunity to learn about the back-scenario of hotel management. It has developed my leadership skills, communication skills, teamwork skills, and problem-solving skills which will be applicable in the wider organizational practices and future (Jayanti, 2023). I have also learned about the importance of management and culture within the organization. Ensuring guest satisfaction in the operation of a hotel depends on collaboration, communication, and problem-solving. The hotel often encounters the issue of delay in fulfilling guest requests which can be improved through focusing on technology and in a formalized way.
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