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Marriott Bournemouth is a well-known four-star hotel in England, known for its excellent guest service and many facilities for business and leisure travellers. The focused department for the learning log is housekeeping department. At the hotel, Housekeeping staff provide full service to ensure the entire place is clean and comfortable for guests as per (Casado, 2012). This reflective learning log centres on the Housekeeping department, whose job is maintaining cleanliness and getting rooms ready for guests. Operational tasks handled by Housekeeping at Marriott Bournemouth include cleaning guest rooms, overseeing laundry and organising maintenance activities. The manager supervises the housekeeping team and room attendants to ensure excellent service according to (Mangco and Andales, 2023). At the start of the placement, I was given three learning objectives: understanding the supervisory roles in housekeeping, improving problem-solving skills and communicating and studying how management practices affect guests’ experience and the department's efficiency. The objectives led the way in the practical and thoughtful part of the placement.
[bookmark: _Toc200463003]Section 1: Role Reflection
I am using Kolb’s Experiential Learning Cycle (1984) to structure this reflection, which includes four steps: Concrete Experience, Reflective Observation, Abstract Conceptualisation and Active Experimentation. While working at Marriott Bournemouth, I had the practical opportunity to follow the housekeeping supervisor and help with team coordination, regular cheques on quality and talking to different teams to keep operations proceeding smoothly. I joined team briefings, checked that rooms were ready, and occasionally helped solve problems guests or operations experienced.
I noticed that strong leadership and good delegation helped achieve practical task completion, and effective communication was critical in avoiding operational challenges. For example, when there was a sudden increase in check-outs, the supervisor swiftly assigned tasks to each person according to their abilities, which allowed preparation to be finished soon after. Unfortunately, once, a communication issue caused employees to be double-booked and cleaning to be delayed. It became clear that how a manager leads and communicates matters a lot for the success of operations and guests.
I realised, by abstract conceptualisation that being motivated, well-organised and communicative is essential for managers in housekeeping to handle their jobs well. I also realised that failing in these areas can greatly disrupt the team and lower the standard of service provided. At the active experimentation step, I have devised a plan to develop my leadership abilities. It means getting leadership training, practising being assertive and aiming for opportunities to manage others in your future roles. Putting these steps into practice prepares me to act independently and lead teams in hotel and restaurant settings.
[bookmark: _Toc200463004]Section 2: Management Performance & Guest Service Analysis
Transformational leadership was the main approach noticed in managing the Housekeeping department at Marriott Bournemouth. Managers guided staff to improve by regularly giving feedback and coaching, which helped create a motivating and happy workplace (Romão et al., 2022). This style made staff more involved and improved how things were done since it gave them freedom and highlighted their role, following the discussion in Level 5 on Management & Organisational Behaviour.
Health and safety standards were always kept in the department. The hotel follows all the health and safety rules set by the UK hospitality industry, including the Health and Safety at Work Act 1974 and COSHH (Control of Substances Hazardous to Health) regulations. Team members were often taught how to handle cleaning chemicals safely, dispose of waste correctly and prevent injuries by practising ergonomics. By doing this, organisations look after their employees’ wellness, promote guest safety and apply principles suggested by hospitality safety management experts. The hotel culture emphasised teamwork, respect, and understanding of other cultures, which positively affected both employees and guests as per (Isaković, 2023). To make sure the diverse workforce was well supported, inclusion initiatives and cross-cultural training were introduced, which linked to topics in the modules on Personnel Resourcing & Development and Foreign Languages & Cultural Awareness. Being culturally aware helped the staff make international guests feel welcome, which increased guests’ satisfaction.
From a marketing and guest relationship side, Housekeeping at Marriott Bournemouth supported the brand’s commitment to quality. All guest questions and needs were handled by clearly communicating and recording guest requests in property management software so swift action could be taken if anything went wrong. The actions taken by the department are in line with what is taught in Marketing Essentials and Hospitality & Guest Services, such as keeping services above guest expectations by using feedback to improve day by day. The use of transformational leadership encouraged staff to work together, offer their ideas, and help improve the services offered as per (Farrell, 2022). The company organised team meetings and personal coaching sessions, which helped employees share their concerns openly and get prompt support. Because of this approach, staff problems were noticed early and handled collaboratively, lowering the turnover rate and raising staff morale. Health and safety training was part of every day at work, teaching employees to comply with requirements and always put safety first. Because of this, there were fewer accidents at work, and the staff felt more confident. A strong push for diversity and inclusion improved the team and their service to guests, boosting the hotel’s image for outstanding personalised service (Yang et al., 2023).
[bookmark: _Toc200463005]Section 3: Guest Service Improvement Plan
A significant problem in the Housekeeping department was that rooms were not ready on time during peak periods. Guest satisfaction was impacted because guests sometimes arrived late which disrupted their plans and made them feel less comfortable. Studies have found that having rooms available on time is essential for guest satisfaction and the hotel’s image (Candra et al., 2023). If rooms are not ready on time, this may cause people to write poor reviews, decrease the chances of repeat visits, and lower the overall rating (Kim and Han, 2022). During the busiest times, inadequate staffing, poor distribution of duties, and poor communication are often the reasons for inefficiency.
The following three-step improvement plan is proposed to address the issue:
Table 1 Action Plan
	Improvement Step
	Description
	Alignment with Best Practices & Expected Impact

	Operational Change
	Implement a dynamic staffing model that flexibly allocates housekeeping staff during peak check-out times. Staffing decisions will be based on real-time occupancy data and guest departure forecasts to ensure adequate coverage without overstaffing (Koniel, 2023).
	This approach aligns with industry best practices emphasizing resource optimization and workload balancing. It is expected to reduce room turnover delays, improve staff efficiency, and enhance guest satisfaction by ensuring timely room readiness.

	Technology Integration
	Enhance guest service software by integrating mobile communication tools (e.g., apps or handheld devices) to enable instant coordination between supervisors and attendants (Arapou and Kapiki, 2023). This real-time communication will allow rapid adjustment to fluctuating workloads and guest requests.
	This step follows current trends in hospitality technology that improve operational agility and responsiveness. Faster communication can minimize delays and errors, leading to smoother workflows and better guest service outcomes. 
.

	Staff Training and Incentives
	Provide targeted training programs focused on effective time management, prioritization, and team coordination during busy periods (Jung et al., 2023). Implement incentive schemes that reward punctuality, efficiency, and teamwork to motivate staff performance.
	Supported by research showing that employee motivation and skill development improve service quality. This fosters a positive work environment, reduces stress during peak times, and encourages continuous performance improvement.


[bookmark: _Toc200463006]Conclusion
In conclusion, the reflective learning log has helped me closely analyse the Housekeeping department at Marriott Bournemouth and tie my lessons from work to what I am studying. Being there allowed me to see how supervisors manage staff, what kinds of management practises they use, and what obstacles they deal with when serving guests. The objectives focused on supervisory awareness, improving communication and analysing the effect of management on guests were met. The plan outlines a real-life issue in operations and explains how theory relates to solving problems in hospitality management. Reflecting on my practices has helped me grow professionally and prepare for an international hotel management career.
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