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During my time working at Marriott Cardiff as a Housekeeping Manager intern, I was afforded a significant opportunity to observe the complexities of overseeing a crucial department in the hotel sector. Tawanwongsri, and Phenwan (2019) states that reflective practice involves self-assessment and analysis of previous experiences, encouraging continuous learning and transformational knowledge and is essential for students, as it connects theory with practice, encouraging understanding, self-awareness and ways to improve.
 As a consequence of this fact, I decided to select Gibbs Reflective Cycle as the basis for my reflective journal as it offers a structured framework for analysing experiences through six stages: description of the experience, emotional and cognitive responses, evaluation of the experience, situational analysis, conclusions regarding lessons learnt and potential alternative actions, and an action plan for managing similar future situations or implementing appropriate changes. This approach compels the learner to engage critically with the learning experience, thereby fostering profound reflection (Sow et al, 2024). This model will enable me to rigorously evaluate my job experience, delineating daily activities, analysing departmental operations, investigating the requisite abilities for management, and contemplating how this experience will shape my future career ambitions. 

Description

The Housekeeping Manager at Marriott Cardiff is responsible for supervising the cleanliness, maintenance, and operational efficiency of the hotel's guest rooms and public spaces, so, while shadowing him I was responsible for aiding everyday operations, overseeing the housekeeping personnel, and facilitating the administration of guest requests (Zhang et al. 2024). My daily tasks included planning room cleaning schedules, conducting inspections, maintaining proper stock levels of cleaning supplies, and addressing guest concerns related to room cleanliness.

Every day commenced with a briefing from the Housekeeping Manager. During this discussion, the manager will delineate the day's objectives, address any special requests (such as VIP guests, early check-ins, or extended stays), and evaluate guest feedback or complaints from prior days. Subsequent to the briefing, I would facilitate the distribution of room cleaning tasks to personnel and ensure that the schedules were equitable regarding effort and time.

During the day, I supervised the housekeeping team, assessed the quality of their work, and ensured compliance with Marriott's cleaning standards. A substantial portion of the day entailed coordinating with various departments, including the Front Office and Maintenance, to facilitate effective communication on visitor arrivals, departures, and maintenance needs.

Feelings
Upon contemplation, I was initially inundated by the rapid tempo of the position. I recognised that organisation is essential for efficiently completing everyday activities, and that the organisational structure is crucial in supporting and facilitating workers in their work, offering a comprehensive framework through which tasks are separated, grouped, and coordinated (Walker, 2021, p.368).

The position of a Housekeeping Manager requires outstanding organisational abilities, meticulous attention to detail, and the capacity to operate efficiently under pressure. I experienced fear upon realising the significant responsibility the manager holds, especially in managing visitor complaints or personnel matters. Housekeepers, or room attendants, frequently encounter several obstacles, such as precarious working circumstances, poor socioeconomic status, and the gendered dynamics of labour in the hospitality sector (Hsieh, et al., 2025). I was notably impressed by the challenges the Housekeeping Manager encountered in sustaining employee engagement and upholding high-quality job standards. This experience underscored the impact of psychological aspects, like a sense of accomplishment, social bonds, and acknowledgement, on job happiness, even in physically strenuous and low-paying positions (Gaspani and Recchi, 2024).
Evaluation
The experience was enlightening and offered a distinct understanding of the operational problems and benefits of overseeing a housekeeping department. Certain elements of the encounter were very commendable. I acquired practical experience in comprehending the extent of housekeeping responsibilities, including performing room inspections and managing staff coordination. I also learnt the importance of interdepartmental cooperation in ensuring guest satisfaction.

Conversely, I also faced some obstacles during the time I spent in Merriott. One of the main challenges I encountered as a student on work placement was the limited time available to acclimatise to the organisation and comprehend its operational processes and procedures, as well as the social and political dynamics (O’Donovan, 2018). Another significant challenge I noted was the proper management of time. The velocity and coordination necessary to adhere to deadlines and room turnover timetables were rigorous, and at times, I observed that team members grappled with sustaining momentum at peak hours. 

Moreover, managing last-minute alterations, such as unforeseen early check-ins or urgent maintenance demands, may interrupt operational continuity and induce stress. Nonetheless, these challenges afforded me significant learning opportunities, especially in swiftly adapting and sustaining concentration during stressful situations.

Analysis 

Upon further examination of the daily operations, I realised that the department is essential in delivering a pleasurable experience to guests and fostering innovative trends, so establishing a unique position for the hotel in the competitive hospitality sector (Chatterjee, 2022). The primary objective of housekeeping and management is to fulfil client requirements while attaining performance targets, with customer happiness as a crucial element. The selling of accommodations and services is the most significant element of a hotel's profit margin. I identified numerous critical factors that facilitated the efficient functioning of the department (Widiastini et al., 2024). Effective communication served as the cornerstone of the housekeeping manager's performance, while the organisational structure clearly delineates lines of responsibility and communication flows within the department (Sianipar and Cicilia, 2023). I understood the importance of delegation as the manager skilfully allocated tasks based on staff competencies and strengths, ensuring that all hotel areas were cleaned promptly and efficiently. I noted the manager's capability to balance the need for high cleanliness standards with the limitations of staff workload and available resources.
I observed that the role required a strong focus on time management and logistical cooperation. Synchronising room cleaning schedules with guest check-in times and the availability of cleaning staff presented a significant difficulty. The manager employed several tools and strategies, such as prioritising rooms based on check-out times or guest requests, to ensure efficient operations.
The ideas and feelings of individuals can significantly influence the level of commitment in collective decision-making, particularly in conflict resolution (Jones, 2008, p. 7). During my tenure in Marriott's Housekeeping Department, I observed that staff members who felt valued and recognised exhibited improved collaboration and more effective conflict resolution ( Raghubalan and Raghubalan, 2015, p.90). For instance, when conflicts arose concerning task allocations or scheduling, fostering clear communication and addressing all issues enabled the team to reach consensus. This improved decision-making quality and strengthened the team's commitment to swiftly address the issue while maintaining high work standards.

Conclusion 

My experience as a Housekeeping Manager shadow at Marriott Cardiff has afforded me a thorough comprehension of the intricacies involved in leading a housekeeping service and highlighted the operational difficulties encountered by managers, encompassing daily planning, personnel management, and visitor interactions. It underscored the need of robust leadership in the hospitality industry, accentuating the necessity for poise under duress, proficient communication, and rapid decision-making for an effective manager. 
Action Plan
I intend to leverage the skills acquired during this placement to augment my managerial competencies. Specifically, my objective is to: 
· Boosting Leadership Competencies: Seeking opportunities to direct teams and develop a leadership methodology.
· Raising Time Management Proficiencies: Prioritising responsibilities and executing diverse activities effectively.
· To improve Communication Skills: Improving the capacity to articulate information efficiently to colleagues and guests.
· Advancing Proficiency in Hospitality Management: Seeking places and opportunities to enhance skills in operations and guest services. 
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