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Introduction
Housekeeping is one of the most critical departments within a hotel, directly influencing guest satisfaction, operational efficiency, and overall brand reputation. A well-structured and efficiently managed housekeeping team is essential for ensuring a positive guest experience, maintaining hygiene standards, and supporting other departments such as the Front Office, Maintenance, and Food & Beverage.
During my placement at Holiday Inn Peterborough, I had the opportunity to shadow a housekeeping supervisor, gaining valuable insight into the operational and managerial aspects of the department. This experience allowed me to develop key work-based skills, understand technical knowledge, and observe the challenges involved in managing guest service expectations.
To structure my reflection, I have used Gibbs’ Reflective Cycle (1988), which consists of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This model provides a structured way to evaluate my experiences and understand how they have shaped my professional and personal growth.

Section 1: Reflection on Experience and Personal Development
Work-Based Skills and Technical Knowledge Acquired
Throughout my placement, I realised that housekeeping management is about far more than just cleaning rooms. It involves team coordination, time management, quality control, inventory management, and communication with other departments. The role of a supervisor is to oversee operations, ensure that staff adhere to hotel standards, and respond quickly and effectively to guest requests and complaints.
I developed the following key skills during my placement:
1. Time Management and Efficiency
a. Each housekeeper was assigned a specific number of rooms per shift, and supervisors had to ensure that rooms were cleaned within set time limits without compromising quality.
b. I observed how a structured workflow, including pre-shift briefings and clear task allocation, improved productivity.
c. Prioritising early check-out rooms helped in ensuring a faster turnover, minimising delays for new guests.
2. Attention to Detail and Quality Control
a. Even minor oversights can negatively impact a guest’s perception of their stay. I learned that details such as a wrinkled duvet, smudged mirror, or misaligned toiletries can make a room feel less inviting.
b. Supervisors carried out random quality inspections, ensuring that housekeeping staff met the brand’s cleanliness and presentation standards.
3. Communication and Interdepartmental Coordination
a. Effective communication between housekeeping and Front Office is vital. If a guest checks in early, housekeeping needs to be informed in advance to prioritise the room turnover.
b. I observed how the supervisor used a digital housekeeping management system to update room status in real time, allowing the Front Office team to provide accurate check-in estimates to guests.
4. Health and Safety Compliance
a. I learned about COSHH regulations (Control of Substances Hazardous to Health), which ensure that cleaning chemicals are handled safely to protect both staff and guests.
b. Staff were trained in proper lifting techniques and the importance of ergonomic cleaning methods to prevent injuries.
5. Guest Interaction and Service Recovery
a. Although housekeeping is often a behind the scenes department, guest interaction still plays a crucial role.
b. I observed how the supervisor handled guest requests for extra towels, pillows, and special room setups for birthdays or anniversaries.
c. I also saw how quick response times to requests significantly improved guest satisfaction.
How My Placement Enhanced My Understanding
Before this placement, I had a basic understanding of housekeeping from previous studies in service quality and guest expectations. However, this experience has deepened my appreciation for the operational challenges and the importance of efficiency, teamwork, and proactive problem-solving.
In my academic journey, I have studied the SERVQUAL Model (Parasuraman et al., 1988), which emphasises the five key dimensions of service quality: reliability, assurance, tangibles, empathy, and responsiveness. My experience in housekeeping showed me how these principles are applied in practice particularly in ensuring that rooms meet guests' expectations (tangibles) and resolving guest concerns effectively (responsiveness).
· (tangibles) → This dimension of the SERVQUAL Model relates to the physical aspects of service, such as cleanliness, decor, and facilities. In the context of housekeeping, it refers to ensuring that rooms are visually appealing, well-maintained, and meet guest expectations.
· (responsiveness) → This refers to how quickly and effectively a hotel responds to guest requests or issues. In housekeeping, this applies when handling guest complaints or urgent requests (e.g., providing extra towels or resolving room cleanliness issues).

Section 2: Critical Evaluation of Work-Based Skills in Meeting Guest Expectations
The Importance of Work-Based Skills in Housekeeping
Housekeeping is a guest-facing operational department, and its efficiency directly impacts guest satisfaction ratings, hotel profitability, and brand reputation. The key reasons why housekeeping skills are essential include:
1. Cleanliness and Hygiene are Top Guest Priorities
According to the J.D. Power 2020 North America Hotel Guest Satisfaction Index Study, guest satisfaction with room cleanliness reached a record high, with cleanliness being a key driver of overall satisfaction. The study found that guests who were "delighted" with the cleanliness of their room had an overall satisfaction score of 942 out of 1,000, compared to a score of 829 among those who were merely "pleased" with the cleanliness. 
This underscores the critical importance of maintaining high cleanliness standards in hotel operations to enhance guest satisfaction and prevent negative reviews (HNN Newswire, 2020). 
A well-managed housekeeping team prevents complaints and enhances the overall guest experience.
2. Operational Efficiency and Revenue Impact
a. Faster room turnover allows the hotel to maximise occupancy rates and ensure a smooth check-in process.
b. Poor housekeeping management leads to delayed check-ins, guest dissatisfaction, and potential financial losses.
3. Service Recovery and Reputation Management
a. Housekeeping supervisors must be trained to handle complaints professionally, ensuring issues are resolved quickly and effectively.
b. Positive guest experiences lead to higher return rates, positive online reviews, and stronger brand loyalty.

Section 3: Organisational Issue – Guest Complaint and Resolution
Encountered Issue: Guest Complaint About Room Cleanliness
During my placement, I observed a guest complaint regarding a stained bedsheet upon check-in. The guest was visibly unhappy and felt that their expectations of cleanliness had not been met.
Impact on Guest Experience, Operations, and Reputation
· Guest Experience: The guest’s first impression was negative, which could have affected their overall satisfaction.
· Operational Challenges: Housekeeping had to immediately address the issue, delaying other scheduled tasks.
· Hotel Reputation: If the guest had posted a negative review, it could have affected future bookings.

Resolution and My Suggested Improvements
The supervisor apologised and arranged for immediate replacement of the bedsheets, offering a complimentary drink at the bar as a goodwill gesture.
While this resolution was effective, I believe the hotel could further improve by:
1. Implementing a Double-Check Inspection System
a. Introducing a “two-person verification” system where a second staff member inspects rooms after cleaning.
2. Using Technology for Quality Control
a. Some hotels use UV light scanners to detect stains that are invisible to the naked eye. Implementing such technology could enhance inspection processes.
3. Enhancing Housekeeping Training
a. Conducting regular refresher training to reinforce attention to detail and service recovery techniques.

Conclusion and Future Action Plan
Key Takeaways from My Placement
1. Housekeeping is fundamental to guest satisfaction.
2. Time management, communication, and attention to detail are essential for operational efficiency.
3. Proactive service recovery prevents negative guest experiences.

Future Action Plan
· Enhance Leadership Skills: Seek future roles where I can lead small teams and improve decision-making skills.
· Gain More Experience in Service Recovery: Develop advanced conflict resolution techniques for handling guest complaints.
· Continue Learning About Hotel Technology: Research smart housekeeping management systems and their impact on efficiency.
This placement has significantly shaped my understanding of hotel operations and reinforced my career aspirations in hospitality management. 
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