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Reflective Learning Log
Introduction
During my placement at the Holiday Inn Norwich Ipswich Road, I spent most of my time in the Housekeeping department. The goal was to gain insights into the core guest service operations that deal with cleanliness, comfort, and maintenance of guest rooms and public areas (Wood, 2013). The Housekeeping team at this property manages room cleaning, laundry services, and public area upkeep, ensuring a pleasant atmosphere for guests. My three key learning objectives were: (1) to understand effective leadership and delegation in a housekeeping setting, (2) to analyse how managers and supervisors maintain service quality and guest satisfaction, and (3) to propose a practical improvement plan for enhancing guest service standards.
Section 1: Role Reflection
To structure my reflection, I used Gibbs’ Reflective Cycle, which encourages a systematic process of describing, analysing, and forming action plans (Hagg, 2013). During my placement, I held a Housekeeping Assistant role. My tasks involved cleaning guest rooms, replenishing amenities, reporting maintenance needs, and occasionally assisting with linen inventory. I also supported the supervisor by helping to check that rooms were cleaned on time, especially during peak hours.
Key Skills for Supervisors/Managers
Supervisors or managers in housekeeping require strong leadership and delegation skills to ensure that workloads are spread evenly (Casado, 2012). They must also communicate clearly with their team and other departments. Problem-solving and decision-making are central to timely room turnovers, efficient linen handling, employee scheduling, and emergency responses (Rughubalan, 2009). In my observation, housekeeping managers who displayed open communication fostered trust and quicker resolution of issues.
Examples of Skill Demonstration
· Effective delegation: My manager allocated specific floor assignments early in the morning, giving each staff member a balanced workload that matched their pace. This approach minimised delays and raised morale. As Bardi (2010) stresses, fair task distribution can reduce stress and enhance productivity.
· Ineffective communication: One day, the supervisor forgot to inform a staff member about a last-minute VIP room requirement. This oversight caused a delay in preparing the room, leading to guest dissatisfaction. Fallon and Rutherford (2010) suggest that such breakdowns can significantly impact brand reputation.
From these examples, I realised my own strengths lay in organisational skills and attention to detail. However, I struggled with assertiveness and confidence when suggesting new ideas to senior staff. According to Tewan (2009), these weaknesses may limit professional growth.
Action Plan
To grow in this area, I will:
· Seek feedback from peers and managers on how I handle challenges.
· Attend in-house leadership and communication workshops.
· Practice assertive communication by volunteering solutions during staff briefings.
Section 2: Management Performance and Guest Service Analysis
While observing how housekeeping managers handled day-to-day operations, I examined management style, health and safety compliance, culture and teamwork, and marketing/guest experience within the department. This reflective process helped me connect workplace practices to what I learned in previous modules.
Management Styles
From the Management and Organisational Behaviour module (Level 5), I recalled theories such as democratic, autocratic, and laissez-faire leadership. At Holiday Inn, the housekeeping manager demonstrated a democratic leadership approach by encouraging staff members to share opinions on schedules and procedures. This method often led to high motivation and cooperation (Johnston et al., 2012). However, during peak periods, I noticed a slight shift towards an autocratic style, where the manager gave quick orders to maintain efficiency. While this was effective under time pressure, it occasionally resulted in reduced staff morale.
Health and Safety Compliance
Housekeeping involves handling detergents, lifting heavy linens, and managing sharps (for example, disposing of broken glass). Since I studied relevant health and safety regulations in the course of my internship preparation, I found that the hotel follows standard protocols closely. They provided adequate personal protective equipment, completed risk assessments, and regularly updated safety signage (Bardi, 2010). According to UK regulations, staff must be properly trained on chemical handling and emergency procedures (QAA, 2018). Observing consistent compliance reassured me that the department prioritises both employee and guest safety.
Culture and Teamwork
In my Personnel Resourcing and Development module (Level 5), I learned that a positive organisational culture encourages collaboration, staff retention, and quality guest services. The housekeeping department’s culture is supportive, with senior housekeepers guiding new hires. Team members often help each other with complex cleans or heavy tasks, reflecting the cohesive atmosphere. As Wood (2013) points out, an inclusive culture can reduce staff turnover and improve overall performance.
Marketing and Guest Experience
Although housekeeping is not a front-facing role, it has a direct influence on guest satisfaction (Vallen and Vallen, 2014). In the Hospitality and Guest Services module (Level 4), I studied the connection between housekeeping and guest impressions of hotel quality. Cleanliness is a vital factor influencing reviews and repeat bookings (Fallon and Rutherford, 2010). Furthermore, I noted how marketing material emphasises spotless rooms and comfortable facilities. When guests see consistent cleanliness that matches promotional claims, trust is reinforced.
Overall, the housekeeping department at the Holiday Inn efficiently balances leadership styles, upholds health and safety requirements, fosters a supportive culture, and aligns well with the hotel’s marketing messages.
Section 3: Guest Service Improvement Plan
During my placement, I identified service delays caused by coordination issues between the housekeeping team and the front desk as a key challenge. Guests sometimes received incorrect information about room readiness times, leading to dissatisfaction for early arrivals or guests switching rooms (Tewan, 2009).
Significance of the Issue
Delayed room readiness severely disrupts the guest experience, particularly for travellers arriving from long journeys (Casado, 2012). Research in the International Journal of Contemporary Hospitality Management shows that timely and accurate communication between housekeeping and reception can reduce complaints and increase guest loyalty (Wood, 2013). In addition, the psychological factor of “unexpected waiting” can heighten frustration (Johnston et al., 2012).
Three-Step Improvement Plan
· Real-time room status updates: Implement a shared digital system or app that housekeeping staff can update each time they finish a room. The front desk would receive immediate notifications. This ensures receptionists only assign rooms that are physically ready, minimising guesswork (Rughubalan, 2009).
· Brief daily coordination meeting: Hold short meetings involving one representative from housekeeping and one from the front desk at the start of each shift. According to Bardi (2010), face-to-face communication fosters clarity and helps identify potential bottlenecks (e.g., group check-ins, maintenance issues).
· Clear accountability and feedback loop: Introduce a simple performance log, noting how many rooms were delayed or incorrectly flagged as ready. This would be reviewed weekly by the housekeeping manager and front office manager to identify trends. ASET (2017) suggests that continuous feedback processes encourage improvement and reduce recurring service failures.
Expected Impact on Guest Satisfaction and Business Performance
By implementing real-time updates and consistent communication, guests are more likely to receive their rooms on time, thereby improving satisfaction. The reduced complaints and quicker resolution of arising issues can positively influence online reviews and repeat bookings. This also frees up front desk staff to focus on more personalised service rather than chasing housekeeping information (Johnston et al., 2012). Ultimately, the hotel benefits from increased efficiency, happier guests, and potentially higher occupancy rates.
Conclusion
My 10-week placement in the Housekeeping department at the Holiday Inn broadened my understanding of the essential elements of managing guest service operations. By reflecting on leadership styles, health and safety adherence, and collaboration between departments, I gained confidence in identifying areas needing improvement. I believe I have met my three learning objectives: I improved my leadership awareness, analysed key management practices, and saw how guest service can be enhanced through targeted solutions. Going forward, I will apply these insights to future roles, aiming to deliver efficient, safe, and guest-focused services in the hospitality industry.
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