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Introduction
During my Level 6 hotel placement at Moxy London Stratford, I worked 2 shifts within the housekeeping department. This department is essential to maintaining cleanliness, hygiene, and overall guest satisfaction, ensuring rooms and public areas meet high standards of presentation and safety (Casado, 2012). My learning objectives for this placement were: (1) to develop skills in managing housekeeping operations and quality control; (2) to understand effective leadership, delegation, and teamwork within housekeeping; and (3) to improve problem-solving abilities in responding to guest requests and operational challenges.


Section 1: Role Reflection Using Gibbs’ Reflective Cycle
Description:
This placement was my first experience working in the housekeeping department. My role involved supervising daily cleaning schedules, inspecting rooms for quality assurance, coordinating with maintenance for repairs, and handling guest requests such as extra amenities or special cleaning needs. I also participated in inventory management for housekeeping supplies. A key challenge I encountered was the communication between Housekeeping and Front Desk teams, which was often difficult and stressful, leading to delays in room readiness.
Feelings:
At the beginning, I found the physical demands and multitasking in Housekeeping very hard, especially as it was my first time in this department. The communication issues between Housekeeping and Front Desk created additional stress because they often caused misunderstandings about room availability, delaying guest check-ins. These difficulties made me feel overwhelmed at times, but as I gained experience, I developed better coping strategies and confidence.
Evaluation:
One example of effective supervision was the Housekeeping Manager’s use of clear delegation and motivation to keep the team productive during a busy day (Casado, 2012). This approach minimized errors and ensured timely room turnover. Conversely, poor communication during shift handovers and between Housekeeping and Front Desk frequently resulted in missed cleaning tasks or rooms being listed as ready before they actually were, leading to guest dissatisfaction and operational inefficiencies (Johnston et al., 2012).
Analysis:
Effective housekeeping supervisors must demonstrate leadership, communication, problem-solving, and adaptability to maintain standards and handle unexpected issues (Rughubalan, 2009). Communication challenges between departments can significantly affect operational flow and guest experience, as supported by theories from Level 5 Management & Organisational Behaviour (QAA, 2018). I realized that improving communication channels and protocols is critical. Personally, I recognized my strength in attention to detail but identified a need to improve my assertiveness and communication skills, especially when liaising with other departments.
Reflecting on these experiences, I learned that strong leadership and clear, consistent communication between Housekeeping and Front Desk are vital for operational efficiency and guest satisfaction. A positive organizational culture that promotes teamwork across departments can reduce stress and improve service delivery.
Action Plan:
To develop professionally, I will:
1. Enhance my delegation and assertiveness skills through leadership training and role-playing scenarios.
2. Advocate for and help implement standardized communication protocols and checklists during shift handovers and between departments.
3. Seek feedback from supervisors on improving interdepartmental communication and team management.



Section 2: Management Performance & Guest Service Analysis
Management Styles:
The management style in housekeeping at Moxy Stratford was predominantly transformational, focusing on inspiring and motivating staff to achieve high standards (Bass, 1990). This positively affected staff engagement and performance, aligning with management theories discussed in the Management & Organisational Behaviour module (Fallon and Rutherford, 2010).
Health & Safety Compliance:
Housekeeping strictly adhered to health and safety regulations such as COSHH (Control of Substances Hazardous to Health) for cleaning chemicals, and the Health and Safety at Work. Staff were regularly trained on safe handling of equipment and infection control, particularly critical during COVID-19 (HSE, 2021). These practices ensured a safe environment for both staff and guests (Casado, 2012).
Culture & Teamwork:
The hotel’s culture encouraged teamwork and mutual respect, which supported efficient collaboration between housekeeping and other departments such as maintenance and front desk (Wood, 2013). The diverse multicultural team demonstrated effective communication strategies reflecting cultural awareness principles from Personnel Resourcing & Development (Armstrong, 2016; Tewan, 2009).
Marketing & Guest Experience:
Housekeeping contributes indirectly to the hotel’s marketing by ensuring guest satisfaction through cleanliness and comfort, reinforcing positive reviews and brand reputation (Kotler and Keller, 2016). The department also promotes eco-friendly initiatives such as linen reuse programs, which align with sustainability messaging communicated in the hotel’s marketing (Johnston et al., 2012).



Section 3: Guest Service Improvement Plan
Key Issue:
A significant issue observed was delays in room readiness during peak check-out periods, leading to guest complaints and operational bottlenecks.
Justification:
Studies show that timely room availability is crucial for guest satisfaction and operational flow (Jones and Lockwood, 2004). Delays can reduce the hotel’s ability to accommodate new arrivals and affect revenue.
Improvement Plan:
1. Implement a Real-Time Room Status Tracking System: Introduce mobile devices or software for housekeeping to update room status instantly, improving coordination with front desk and maintenance (Bardi, 2010).
2. Adjust Staffing Schedules: Increase housekeeping staff during peak turnover times based on historical occupancy data to ensure quicker room preparation (Johnston et al., 2012).
3. Cross-Training Staff: Train housekeeping staff to assist in minor maintenance tasks or linen handling during busy periods, enhancing flexibility and workflow (Wood, 2013).
These improvements align with industry best practices and are expected to enhance guest satisfaction, reduce delays, and increase operational efficiency (Fallon and Rutherford, 2010).






Conclusion
This reflective learning log has applied Gibbs’ Reflective Cycle to analyse my experiences in the Housekeeping department at Moxy London Stratford. The placement enabled me to develop vital skills in leadership, communication, and problem-solving while managing daily operations. I successfully met my learning objectives by integrating academic theory with practical challenges. Overall, this experience has deepened my understanding of the operational and managerial aspects of housekeeping in hospitality, highlighting the importance of teamwork, effective supervision, and continuous improvement.
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