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Introduction:
At Best Western York Eastbourne, housekeeping is essential to sustaining the hotel's high levels of cleanliness and guest satisfaction. In order to make sure that everyone who visits has a relaxing and enjoyable stay, the cleaning staff is in charge of maintaining the general care and cleanliness of the guest rooms and communal areas.
The cleaning department in the hotel industry plays a very important role. In order for guests to feel comfortable during their stay in the hotel, cleaning employees must have a positive attitude towards customers and colleagues, and most importantly fully dedicate themselves to making all guest rooms look good and airy, clean, and disinfected. The important keys to cleaning are to control infections, satisfy customers and the image and reputation of hotels (Reid, 2023).
The cleaning department has 10 employees, 8 of them are assigned to cleaning, a supervisor, and a department manager. They have a well-established schedule that is done in advance. They can also work overtime depending on check out.
The view from the rooms at York Hotel offers a variety of picturesque and appealing sights, each contributing to a unique and memorable guest experience. Rooms on the higher floors offer a panoramic view of the sea, offering to the guest an amazing feeling of relaxation especially at sunrise or sunset, the view is unforgettable.
During my placement at Best Western York Hotel, the main goals I want to achieve are to learn to organize and clean so that guests feel a clean environment during their stay, to be able to use my skills for details, time management and to use my experience to provide clients with hygiene services well-meaning of high standards (Goyette, 2023).
The goals of the job as a housekeeper at the Hotel Best Western York Eastbourne was to clean guest rooms, refill products like coffee, tea, biscuits, and make sure that the hotel's cleanliness standards were maintained everywhere I cleaned. I reported to the housekeeping manager any issues and worked with a group of housekeepers. As part of my job, I periodically had conversations with visitors to resolve any requests or issues they had with their accommodations.
This essay reflection aims to explore my time spent working in housekeeping at Best Western York Eastbourne, utilizing Gibbs' Reflective Cycle to structure my insights and learning experiences.
Gibbs’ reflective cycle is a framework giving structure to the process of learning from experience through six stages: description, feelings, evaluation, analysis, conclusions, and action plan (FourWeekMBA, 2024).
Description:
In today’s competitive hospitality industry, guests have high expectations for cleanliness and quality of service. Failure to meet these expectations can significantly impact guest satisfaction and loyalty, leading to negative reviews and a decline in repeat business (Karagiannis, 2024).
During my time working at York Hotel, I observed an issue where some of staff members often neglected to hoover and cleaning properly the rooms when preparing them for new arrivals. Despite the hotel's policy requiring thorough cleaning, including hoovering, some staff bypassed this step, leading to complaints from guests about the cleanliness of their rooms upon check-in, reviews on social media like booking.com and TripAdvisor (Tracey, 2023). For hoteliers, reviews hold significant importance as they have the power to either elevate or damage the business (Preno, 2024).
Feelings:
I felt a mixture of frustration and concern about this issue. Frustration because it reflected poorly on the hotel, team's performance and the hotel's reputation, and concern because it directly impacted guest satisfaction and potentially their willingness to return. I also felt disappointed that some of the staff did not adhere to the established cleaning standards, which created extra work for those who had to address complaints and re-clean the rooms.
Evaluation:
The issue had both negative and positive aspects. On the negative side, not hoovering and cleaning properly the rooms compromised the overall cleanliness and guest experience, leading to complaints and additional workload for the housekeeping team. It also indicated a lack of adherence to protocols, which could affect team morale and consistency in service delivery. On the positive side, recognizing this problem provided an opportunity to address gaps in training and reinforce the importance of following cleaning procedures.
Analysis:
Several factors contributed to this issue. It might have been due to insufficient training or a lack of understanding of the hotel's cleaning standards among staff. Time pressures and workload might also have led some staff to cut corners. Additionally, there might have been a lack of supervision or accountability, allowing this practice to continue unchecked. The impact of this issue was significant as it affected guest satisfaction and the hotel's reputation.
Conclusion:
Reflecting on this situation, it’s clear that there needs to be a more robust system in place to ensure that all cleaning standards are met consistently. Improved training programs focusing on the importance of thorough room cleaning, including hoovering, should be implemented. Regular supervision and spot checks could help maintain high standards. Additionally, fostering a culture of accountability and pride in one’s work could encourage staff to adhere to cleaning protocols more diligently.
 Action Plan
Implement comprehensive training programs for housekeeping staff accentuating the importance of thorough room cleaning, including hoovering. Introduce regular supervision to ensure compliance with cleaning standards. Develop accountability measures to hold staff responsible for the cleanliness of their assigned areas. Establish a system for guests to report cleanliness issues promptly, ensuring quick resolution and continuous improvement. Conduct regular meetings to discuss cleaning challenges and reinforce the importance of high-quality service.
When there is effective communication within the team, everyone agrees with the goals of the group and knows exactly what their duties and responsibilities are (Bonifacio, 2024).
Employees in the hospitality industry may perform better and satisfy customers more when they get training that develops their abilities, knowledge, and confidence. Implementing an effective training programme in the hotel industry can be challenging due to a number of reasons, such as time, money, and personnel turnover (THDM, 2023)
Essay conclusion:
In conclusion, maintaining high standards of cleanliness and service is paramount in the hospitality industry, where guest satisfaction is the cornerstone of success. Addressing the issue of not hoovering rooms for new arrivals at Best Western York Hotel requires a multifaceted approach. By implementing comprehensive training programs, ensuring regular supervision, and establishing accountability measures, the hotel can instil a culture of excellence among its housekeeping staff. Additionally, creating a feedback mechanism for guests to report cleanliness issues enables prompt resolution and demonstrates a commitment to continuous improvement. Regular team meetings serve as a platform to address challenges collaboratively and reinforce the importance of delivering exceptional service. By taking these proactive steps, Best Western York Hotel Eastbourne can not only meet but exceed guest expectations, fostering loyalty and positive reviews that are essential for the hotel's long-term success in the competitive hospitality market.
Tourists expect hotels to provide outstanding service and uphold strict hygiene standards. A vital factor that affects both overall experience and visitor happiness in hotels is cleanliness. Hotels can increase ongoing business and build strong customer loyalty by putting the needs of their guests first (Hospitality Industry Training, 2024).
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