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[bookmark: _Toc190087829]Introduction
The Aphrodite Group is a luxury hotel which focuses on its boutique spa suites service and high-end guest facilities. During my 10-week placement, I was placed in the Housekeeping department to keep the environment clean, regarding the comfort and happiness of the guests. One of the main problems I faced was that hot tubs did not function properly at times, and it turned out badly on the operations regarding guest service. To reflect on my experiences, I will use Gibbs’ Reflective Cycle (1988), which consists of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Williams et al., 2012).
Learning Objectives
· Develop work-based skills (e.g., problem-solving, customer service, task management).
· Gain technical knowledge about housekeeping operations in a luxury hotel.
· Improve communication and teamwork in a professional environment.
· Understand how to manage guest service expectations effectively.
· Learn how to handle guest complaints professionally and implement solutions.


[bookmark: _Toc190087830]Reflection on Experience and Personal Development
Description (What Happened?)
During my placement at The Aphrodite Group, I shadowed a housekeeping supervisor and was able to see the daily operation of a hotel. A significant challenge arose when several of the guests started reporting hot tub malfunctions in their suites, with dirty water, no heating and control panel errors (Casado, 2012). Since this was a luxury spa hotel that catered for guests, the complaint that the bed was rock-hard caused disappointment and negative feedback. Service quality has to be ensured because hot tubs are amongst a key selling point. Immediate intervention was required on this problem as delays in addressing guest concerns would lead to the loss of the hotel’s reputation and online reviews were one of the negative factors.
Feelings (How Did I Feel?)
At first, I began to feel frustrated and stressed because I simply didn't have the technical knowledge needed to fix it. The amount of complaints made the situation a lot like for me to deal with, and I didn’t have an idea of ​​how it was going to communicate with guests waiting on maintenance support. However, with the help of my supervisor, I was able to handle a stressful environment and bring passengers peace by telling them everything was fine, which they needed to hear, and notifying maintenance when there was a problem. I learned to handle guest problems professionally during that time, and I also realised that communication and problem-solving are part of hotel administration.
Evaluation (What Was Good & Bad?)
This experience provided valuable learning opportunities, particularly in problem-solving and communication. Troubleshooting hot tub malfunctions and understanding how to do maintenance is what I learned thanks to the development of my problem-solving skills. Furthermore, I enhanced my guest communication by ensuring reassurance and keeping them sophisticatedly updated to reduce frustration and continue with a high standard of service. Another positive aspect was learning how successful working of components between housekeeping and maintenance is important as teamwork is another point to be noted to make technical things work swiftly (Raghubalan & Raghubalan, 2023). However, there were also challenges. Lack of repairs resulted in continuous guest dissatisfaction, and thus, repairing guest service expectations became a gradual process. Proactive maintenance plays a critical role in the fact that some complaints made their way to management, risking damage to the hotel's reputation. The experience, on the other hand, further confirmed the need for preventative maintenance measures and staff training to prevent the recurrence of such events in the future.
[bookmark: _Toc190087831]Critical Analysis of Work-Based Skills and Technical Knowledge 
The Aphrodite Group being the luxury hospitality setting, the housekeeping management needs combined knowledge of technical and soft skills (Wardley, 2021). To ensure a high-quality guest experience, being able to manage guest complaints, coordinate with maintenance, and stay clean are important skills (Rutherford & O'Fallon, 2006). During my placement time, I saw how these skills help in the management of contracts and average customers needed to maintain the hotel's good rep and service excellence.
One of the most beneficial things I learned was customer service, which included being able to console frustrated customers when the hot tubs did not function the way they expected. I responded politely and professionally, easing their anxieties and reassuring them. I also expediently reported issues, helped with maintenance in checking and resolving them, and encouraged offering a stopper to avoid becoming a widower. Time management also helped me balance various guest requests to the point that I don’t want to forget the cleanliness of other suites (Johnston et al., 2021). From a technical standpoint, I learned to maintain a hot tub by checking philtres and adjusting temperature settings. Teamwork also played a major part, as the resolution involved good work with housekeeping, front desk and maintenance staff to facilitate a fast resolution.
The Service Quality Theory emphasises the criticality of handling guest complaints quickly to retain guest satisfaction, a task I witnessed first-hand in service error resolution (Ranaweera & Sigala, 2015). In addition, the Expectancy Disconfirmation Theory provides a model for why guest dissatisfaction, such as broken hot tubs, occurs after service failures (Pizam & Milman, 1993). This validated the credence of good service recovery, which meant delivering the guest's expectations, even in the face of operational challenges.
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During my placement at The Aphrodite Group, there was a problem with the hot tubs in many of the suites. The malfunction of the hot tubs was a defining part of the hotel's luxury offering, and it directly affected guest's expectations. When guests came to expect something as simple as a relaxing spa experience, especially if they encountered problems such as soiled water and heating failures, they were admittedly upset. They asked for refunds or room changes, all of which added more work to the front desk staff and spoiled the overall guest experience.
From a housekeeping perspective, the issue added to their workload — they had to drain, clean and reset the hot tubs several times a day (Li & Huang, 2017). Also, this caused time delays, which in the end contributed to the reduction of the cheque in efficiency. Therefore, they were not able to operate the hotel without variations and they were not able to meet the guest expectations. It was significant in terms of the hotel’s reputation. Guests who were dissatisfied began to post negative reviews online regarding the hot tub issue and complained. Not only did this tarnish the hotel's reputation, but it also ran the risk of losing repeat customers who did not benefit and had a negative experience in the first place (Haag, 2014). As it happens in this industry, given the paramount importance of luxury service and guest satisfaction, it was inevitable that the situation should be attended to straight away.
Practical Solutions
The hotel can take steps to prevent issues in the future, for example, a daily checklist of hot tubs that identifies problems before they get worse (Iqbal, 2016). Furthermore, the housekeeping staff could be provided with some basic technical training which will, in turn, enable them to tackle some minor maintenance problems without recourse to the trained technicians. For a guest complaint, one of the guest compensation strategies could be put in place whereby the guest would be given a room upgrade, spa vouchers or discounts to make the guest happy. The SERVQUAL Model emphasises the use of predictive arrangements like Gap identification and maintenance issues to lead to a high degree of guest satisfaction (Saleh & Ryan, 1991). This model enhances the requirement to have preventive measures and staff training that can fill the gap in services and meet guest expectations.



Conclusion & Action Plan 
My placement at The Aphrodite Group allowed me to grasp guest service operations within Housekeeping far better than I did previously. I learned that even in complaints, effective communication with guests as well as staff was important to manage them and technical knowledge is important to address the maintenance issues. Moreover, I practised their solution in problem-solving and time management skills and was able to manage guest services while meeting with operational ease in the luxury hotel.
Future Career Development Plan
To further develop my skills, I will:
· Take hospitality management courses on guest service operations.
· Gain further hands-on experience in housekeeping and maintenance.
· Improve technical skills by learning basic hotel maintenance procedures.
· Develop leadership skills by taking on supervisory roles in future placements. 
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Emotions

e Excited to begin the placement but felt slightly overwhelmed due to
unfamiliar technical aspects.

e Gained confidence by observing how issues were managed

professionally.

Challenges Faced
« Another guest reported low water pressure in their hot tub.
* Maintenance identified clogged filters as the cause and replaced them.

« Some guests expressed frustration about repeated hot tub issues.

-Experiences/'l‘asks/Challenges/Lessons Shift Student Signature Hotel Mentor
(Housekeeping and Guest Services) (Date/Time) Signature
Experiences/Tasks 28th Jan, 9 AM
o Conducted deep cleaning of spa suites, including thorough checks on -5PM
hot tub filters and water quality. 29th Jan, 12
« Interacted with guests, handling inquiries regarding leisure facilities. PM - 8 PM —

Lessons Learned

« Daily filter inspections can prevent recurring malfunctions.

« Keeping guests informed about repair timelines helps manage their
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expectations.
Emotions
« Felt frustration due to repeated technical issues but gained confidence

in handling guest concerns professionally.

4

LT e Week3
Experiences/Tasks/Challenges/Lessons Shift Student Signature Hotel Mentor
(Leisure Club and Housekeeping) (Date/Time) Signature
Experiences/Tasks 4th Feb, 8 AM
« Rotated to the Leisure Club, observing guest interactions in spa and -4PM
wellness areas. 5th Feb, 10 AM
« Ensured that all facilities, including hot tubs, were ready before guests -6 PM <

arrived.

Challenges Faced

« Noticed repeated heating issues in specific suites, leading to guest
dissatisfaction.

« Compensation (e.g., free spa access) was offered to affected guests.

//47
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Lessons Learned

« Early identification of recurring maintenance problems can improve
guest satisfaction.

« Understanding basic troubleshooting procedures (checking thermostats,
filters, and jets) is beneficial.

Emotions

« Felt a greater sense of responsibility and motivation to contribute

practical solutions.

~ Week 4

Experiences/T: asks/é I;nlléngeleessons

Shift Student Signature Hotel Mentor
(Meetings and Events, Housekeeping) (Date/Time) Signature
Experiences/Tasks 11th Feb, 9 AM
« Assisted in setting up corporate events, ensuring rooms were clean and -5PM
fully stocked with amenities. 12Feb, 12PM | 9 /
« Monitored guest satisfaction and reported feedback to the housekeeping -8 PM

team.
Challenges Faced
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o Another hot tub malfunction occurred, increasing frustration among
staff.

o The issue was escalated to external contractors due to repeated
technical failures.

Ny

Lessons Learned

« Some problems require specialist expertise beyond internal
maintenance capabilities.

o A well-structured escalation process is essential in hotel operations.

Emotions

« Felt pressure due to increasing guest complaints but observed how

management handled high-stress situations professionally.

/MM

Experiences/T: asks/l;lllenges/l‘essons

Shift Student Signature Hotel Mentor
(Maintenance) (Date/Time) Signature
Experiences/Tasks 18th Feb, 8 AM
« Conducted preventative maintenance checks on hot tubs alongside the -4PM B
housekeeping and maintenance teams. 19th Feb, 10 ‘
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« Assisted in gathering guest feedback during check-outs.

Challenges Faced

« Implementing a preventative maintenance plan required coordinating
multiple departments.

« Some guests still expressed concerns about previous hot tub issues

despite improvements.

AM - 6 PM

Vi

Lessons Learned

« Proactive maintenance reduces future complaints and enhances guest
satisfaction.

« Effective communication between housekeeping, maintenance, and
guest services is crucial.

Emotions

« Felt a sense of accomplishment as fewer guest complaints were
reported.

« Gained confidence in understanding technical aspects of facility
management.

YAt
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Experiences/Tasks/Challenges/Lessons Shift Student Signature Hotel Mentor
(Guest Services) (Date/Time) Signature
Experiences/Tasks 25th Feb, 9 AM
« Supported housekeeping audits to ensure all guest rooms met quality -5PM
standards. 26th Feb, 10
Assisted in training new interns on guest communication and AM - 6 PM 7

maintenance protocols.

Challenges Faced

Ensuring that all housekeeping staff followed new maintenance

procedures consistently.

Lessons Learned

Standardized preventative maintenance protocols significantly reduced
hot tub issues.

Training new staff effectively helps maintain consistent service quality.

Emotions

Felt more experienced and confident in handling facility-related

concerns.
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B Week 1

fxperiences/'l‘asks/Challenges/Lessons
(Housekeeping and Maintenance)

Shift
(Date/Time)

Student Signature

Hotel Mentor

Signature

Experiences/Tasks

Assisted the housekeeping team with room turnovers and ensured guest
suites were cleaned to high standards.

Learned about hot tub cleaning procedures and the importance of
regular water treatment.

Observed maintenance staff conducting routine checks on hot tubs.

Challenges Faced

A guest reported that the hot tub in their suite was not heating properly.
The issue was escalated to maintenance, which identified a faulty
heating element.

Guests were offered alternative spa access while waiting for repairs.

21th Jan, 9 AM
-5PM

22nd Jan, 10
AM -6 PM

i

Lessons Learned

Hot tubs require frequent preventative maintenance to avoid guest
dissatisfaction.
Communication between housekeeping and maintenance teams is

crucial for swift problem resolution.
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