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                             Operating hotel facilities

[bookmark: _Toc197615097]Introduction
My reflection on managing hotel operations aims to emphasize the critical role of the housekeeping department during my placement at Holiday Inn, particularly in the thorough cleaning and meticulous inspection of hotel rooms. This assessment delves into the substantial physical demands that the housekeeping staff face daily, highlighting the need for resistance in their roles. Working efficiently under time constraints is also a pivotal aspect of this role, as housekeeping teams must balance quality service with the fast-paced environment of hospitality. Ultimately, this reflection aims to showcase how the coordination of physical effort, attention to detail, and time management contributes to the overall guest experience in a hotel setting.
[bookmark: _Toc197615098]Main body 
Description
The second stage of my placement continued within the operation of hotel facilities, particularly within the housekeeping department. Housekeeping is responsible for maintaining cleanliness in hotel rooms and the surrounding areas. The room makeup process is managed to ensure smooth hotel operations and prevent any negative impacts on the company (Ubaidillah, 2004).
[bookmark: _Hlk197519242]My experience included cleaning hotel rooms, inspecting them after the housekeeping team had completed their work, and observing the operations of the laundry department. I spent most of my time cleaning the rooms under staff supervision. 
[bookmark: _Hlk197521376]Hotel rooms are the most important aspect of a hotel (Ogle, 2009).Each room must be meticulously cleaned to ensure a pristine appearance. The process began by opening the window to allow fresh air to circulate and eliminate any residual odours. The next step was to change the bedsheets. Quite often, the new sheets showed defects, in which case, they were returned to the laundry department.
[bookmark: _Hlk197519298]Following the bed changes, I dusted the furniture, cleaned the windows, and checked for any items left behind by guests in the drawers or under the bed. I also inspected the wardrobes to confirm that each contains two pillows and two towels. Additionally, I cleaned the cups and spoons and ensured that the kettles were descaled. The coffee, tea, and sugar supply was replenished, and there must be an even number of sachets in each room, for instance, four tea bags, four creamers, and two each of coffee and sugar.
Next, I turned my attention to the bathroom, where every surface and appliance must be disinfected, cleaned, and dried. If any issues are discovered, such as problems with faucets, toilets, televisions, etcetera, the housekeeping staff promptly notifies maintenance, who responds immediately. Communication between the two departments must be close at all times (Casado, 2011).
 I replaced the towels, emptied the bins, and ensured the floor was clean and dry. 
As I finished the cleaning process, I vacuumed the floors, closed the window, and sprayed the room with air freshener before proceeding to the next one. Each room was allocated 30 minutes for cleaning, and there were approximately 15 rooms to tackle, most of which were departures, with a few stayovers. 
The room inspection commenced once the cleaning of rooms across various floors was complete. During this process, I assessed whether the bathrooms and rooms have been thoroughly cleaned, ensuring there is no dust on the furniture or smudges on the mirrors. The proper arrangement of the bed is crucial, and if it is not neatly made, it must be redone. I also verified that there was an even number of pillows and towels in the wardrobe, as well as an equal quantity of coffee and tea bags, along with milk. Additionally, I inspected the coffee cups and kettles. Furthermore, I checked all the drawers and beneath the bed, and tested the lights to determine if any bulbs needed replacement.
The collaboration between the housekeeping and laundry staff is crucial. Any rejected bedsheets are gathered by the laundry team, who also ensure that the cleaners have an adequate supply of linen available throughout the day.  Housekeeping staff leave used or rejected sheets and towels in a trolley outside each room they clean. The laundry team regularly collects these items from each floor and prepares them for pickup by a cleaning service. Additionally, the laundry staff brings clean towels and bedsheets, leaving them in the storage room on each floor.
Feelings
[bookmark: _Hlk197521490]The most challenging aspect of my placement was working in the housekeeping department. The physical demands of the job were significant, and the time constraints for cleaning each room could be quite stressful, especially for larger spaces. I found making the beds to be particularly difficult, as it required considerable physical effort and needed to be done to perfection. The bed can be considered a key feature of a ‘five-star’ presentation for guests upon entering the hotel room, and making it is the most physically demanding and time-intensive task (Kensbock et al, 2019).
Attention to detail was essential, ensuring that nothing was overlooked once the cleaning process was complete. 
One challenge I encountered was the limited interaction with guests. I enjoy engaging with them, and the lack of interaction has resulted in a feeling of isolation.
[bookmark: _Hlk197523373]The condition of the rooms is the most significant aspect of a hotel, and it directly impacts guest satisfaction. During my time at the front desk, I learned that a guest's overall experience and likelihood of returning are heavily influenced by their satisfaction with the rooms. Therefore, housekeepers play a vital role in maintaining guest satisfaction, ensuring comfort, cleanliness, and safety, yet their efforts often go unnoticed ( Powell and Watson, 2006).
Unlike other departments, they typically do not receive acknowledgment or positive feedback directly from guests. With that being said, during my experience, I did receive positive feedback from the members of staff, which made me feel appreciated. 
Evaluation
[bookmark: _Hlk197522160]One positive aspect of working in the housekeeping department was the valuable skills I developed throughout my experience. I became a perfectionist, more detail-oriented, and learned to manage my time efficiently. Additionally, the environment is dynamic, with consistent duties that make it easy to adapt.
[bookmark: _Hlk197522100]However, on the negative side, cleaning the rooms demands a high level of physical effort, which can be quite exhausting. I felt stressed by the time constraints, especially when faced with a large number of rooms to clean. Making the beds to perfection proved challenging for me, particularly with larger beds, as there was little room for error. This added to the pressure I felt from the tight timelines. Females often exhibit increased sensitivity to specific task expectations, such as tight deadlines, rapid work, and intricate tasks (Chela-Alvarez et al, 2021).
Analysis
My experience in the housekeeping department aligns with the Service Quality Model. Gronroos (1984) suggests that for a business to succeed, it must understand how customers view quality and what affects service quality. To handle perceived service quality, a business needs to match what customers expect with what they actually experience to ensure they are satisfied. The author points out three key aspects of service quality: technical quality, functional quality, and image (Seth et al., 2005).
Technical quality refers to the outcomes of my tasks. This includes maintaining a hygienic environment, clean bathrooms, fresh bedding, and adequately stocked provisions, all of which enhance the guests' experience during their stay.
Functional quality pertains to my behaviour. I strived to be friendly, efficient, and discreet, which positively impacted the guests' overall experience. 
The performance of the hotel's housekeeping staff influences its image. Complaints about cleaning services can harm the hotel's reputation. By delivering high-quality service, I contribute to the hotel's positive image.
Conclusion
Housekeeping has provided me with valuable insights and lessons. I've learned the significance of being detail-oriented and striving for perfection, qualities that can benefit me across various professional domains. Additionally, I have developed my ability to work efficiently, organizing my time effectively to manage multiple tasks within tight deadlines. In this role, I've come to recognize the crucial importance of receiving positive feedback from supervisors, especially when working behind the scenes, often unnoticed by hotel guests.
Action plan 
In the future, I plan to concentrate on the skills I gained during my placement in the housekeeping sector. I plan to utilize and enhance my multitasking abilities, particularly when working under time constraints. Perfectionism and attention to detail are essential, and I strive to develop and apply these qualities in my current role as well as in future opportunities. Additionally, I will focus on improving my stress management and my capacity to perform effectively under pressure, as these were significant challenges I faced during my experience here.
Witnessing the dedication that housekeeping staff invest in each room truly opened my eyes to the hard work they put in and the significance of appreciating their efforts. As a hotel guest myself, I now value their contributions even more and strive to make their work as manageable as possible upon my departure.


[bookmark: _Toc197615099]Conclusion
Managing hotel facilities presented some of the most challenging experiences for me in the hospitality sector. However, it also provided valuable insights, including the dedication of the staff members and the significance of positive feedback and support from the supervisory team. I also recognized the critical role of collaboration between the housekeeping and laundry teams. The skills I acquired and the weaknesses I identified in myself are both valuable and beneficial for current and future opportunities.
[bookmark: _Toc197615100]Part 2  Hotel mentor feedback

Did the Student complete the required hours of 16h per week? Yes ☒  / No ☐
Cleanliness and/or attention to detail: Did the student follow cleaning protocols and maintain high attention to detail?
	On her first week in hk Ana was buddy up with Roma - room attendant
Ana was shown the basics on how a guest bedroom/ bathroom is cleaned after the guest has left, Ana completed all tasks and followed instructions. 

On the Second week ana had 2 days in the laundry department with Arthur
Here she was shown what happens to the linen, i.e. Sorting, counting and various other tasks the linen porter has during the shift she completed everything that she was required of when dealing with the laundry 

On her final week ana was buddy up with Fatima, HK trainer - with Fatima she was able to complete a full room/bathroom clean she followed instructions given and the room was to an acceptable standard.
 



Time management and efficiency: Was the student able to complete tasks within the allocated time?
	

Through her time in Housekeeping all tasks given were completed in the allocated time frame and completed to an acceptable standard. 






Interaction with guests and handling special requests: Did the student show professionalism when dealing with guest requests or complaints?
	Unable to comment as this was not witnessed.



Overall Feedback: Please provide specific feedback on the students’ performance in the Housekeeping, Maintenance, Meeting/Events or Leisure club departments as relevant.
	

During her limited time within the team, she engaged and settled in well

All tasks given to Ana she completed - she listened and followed instructions.



Full Name: Natalie Vicary
Position in the Hotel: Operations Manager
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Part 3 Academic tutor feedback

	Time Management

	
Ana demonstrated a good approach to time management throughout her placement. She consistently completed the required weekly hours and fulfilled the placement expectations, despite also managing full-time employment alongside her studies.
From a tutor perspective, Ana attended all scheduled online meetings every two weeks and was punctual and prepared for these sessions. She also responded to emails and messages promptly and professionally, showing good organisational skills. Ana met her deadlines for submitting drafts in a timely manner.
[bookmark: _Hlk196981697]At the hotel, her tasks in Housekeeping, Front Office, and Food & Beverage were completed within the allocated time frames and to an acceptable standard. While Ana’s availability was limited to breakfast and daytime shifts, reducing some opportunities for evening or event experience, she made the most of her available shifts to gain valuable insight. Going forward, gaining more varied shift exposure would help her experience the full range of hotel operations.







	Communication

	
Ana communicated professionally and clearly throughout the placement. In our regular online meetings and email exchanges, Ana was polite, respectful, and responsive. She articulated her ideas and concerns thoughtfully when needed and was open to feedback and advice.
At the hotel, Ana’s communication style was friendly and welcoming, particularly when interacting with guests during breakfast service or while handling basic guest inquiries at Reception. She also showed confidence when learning new hotel systems. Continuing to build on this strong foundation, especially developing greater confidence in communicating under pressure, will benefit Ana in her future hospitality roles.











	Behaviour

	
Ana maintained a professional and respectful attitude during her placement. She adapted well to different departments, engaged positively with staff and peers, and followed instructions carefully.
[bookmark: _Hlk196981644]During our tutor meetings, Ana demonstrated a positive mindset, a willingness to learn, and showed genuine enthusiasm about the hospitality industry. She was reliable in attending meetings and completing tasks, even when juggling multiple commitments. Her strong work ethic and approachable manner made her a valued member of the hotel teams she worked with.
For future placements, taking even more initiative and seeking out additional learning opportunities when possible will help Ana continue to grow in confidence and leadership.




	Problem-Solving

	
Ana showed good initial problem-solving skills during her placement. She was proactive in asking questions when clarification was needed and showed sound judgement in handling tasks such as guest inquiries and check-out procedures.
In our discussions, Ana demonstrated self-awareness when encountering challenges, and she showed the willingness to take feedback on board to improve her performance. While she was not exposed to many complex or high-pressure situations during this placement, her ability to learn hotel systems quickly and adapt to different roles shows a strong potential for independent problem-solving.
Moving forward, developing greater initiative in unfamiliar situations, such as offering solutions or taking the lead without needing direction, will further strengthen her professional skill set.
In addition, it would be beneficial for Ana to consider her availability for the next placement at level 6 in order to get a more rounded view of the operation and management requirements.




Tutor: Lola Villard-Coles










[bookmark: _Toc197615101]Part 4. Reflection on Hotel and Academic Tutor Feedback
[bookmark: _Toc197615102]Introduction
The aim of this reflection is to analyze the feedback I received from both my hotel and academic tutors regarding my performance in the housekeeping department. This feedback is invaluable as it enables me to identify my strengths, address any weaknesses, and inform my personal and professional development, especially in operational roles like housekeeping.
[bookmark: _Toc197615103]Main body
1.Understanding the feedback
The feedback I received from the hotel manager underscores key skills such as efficient time management, keen attention to detail, and the ability to complete tasks while actively listening and following instructions. Additionally, I was able to deliver high-quality service within a reasonable timeframe. During my placement, I had the opportunity to experience and observe two areas: laundry and housekeeping. The hotel tutor noted that I integrated well into the team, demonstrating my capacity to work effectively with others.
The feedback from my academic tutor indicated that I exhibited a positive mindset and enthusiasm for the hospitality industry during our meetings. I consistently attended meetings and completed tasks, balancing multiple commitments. My strong work ethic and friendly demeanour made me a valued team member in the hotels I worked with.
During my time at the hotel, I successfully finished my responsibilities in Housekeeping, Front Office, and Food & Beverage within the designated time limits and maintained an acceptable standard of quality. I upheld a professional and respectful demeanour throughout my placement. I adjusted effectively to various departments, interacted positively with colleagues and peers, and adhered closely to instructions. There are common themes in both pieces of feedback, such as completing tasks within an acceptable deadline and maintaining friendly relationships with my colleagues.







2. Impact of the Feedback
The feedback I received from my hotel manager and academic tutor has been crucial in helping me reflect on my journey in the hospitality sector with greater clarity. It has made me aware of my strengths, such as being a strong team member, meeting deadlines effectively, and paying close attention to detail.
During my placement, these strengths enabled me to successfully complete the cleaning of rooms under tight time constraints. My attention to detail allowed me to quickly identify whether there was an even number of pillows, coffee, sugar, or milk provided. Additionally, it helped me notice anything that was missing or needed replacement in the rooms or bathrooms.
The feedback altered my view on career development in operational positions, especially regarding multitasking and quality assurance.
I work as a cleaner, and the skills I possess are essential for delivering a high-quality service quickly and efficiently. Being a good colleague contributes to my success in this profession, as it fosters reliability and trustworthiness, enabling me to effectively communicate and assist my team members.
3. Action steps for growth 
I will continue to develop my skills to provide high-quality service in the cleaning industry. Learning how to work with different chemicals has been very beneficial, and I will keep expanding my knowledge of cleaning standards. My goal is to continuously improve my time management skills to deliver results on time for both my academic and professional commitments.
These efforts are essential since I work in the cleaning industry, where understanding various chemicals and providing timely service is crucial. Additionally, enhancing my time management will help me submit drafts and complete projects on time as a university student.
Reflecting on my performance in the housekeeping sector has given me valuable insights. I aim to grow professionally and continually improve my work. Being detail-oriented, managing my time effectively, and being approachable are essential qualities in my role. Strengthening these traits will enable me to be a better employee. These strategies will also support my academic journey. I will be able to submit assessments promptly and be a reliable colleague to my university peers.



[bookmark: _Toc197615104]Conclusion
The feedback from my academic tutor and hotel mentor helped me reflect on my journey in the housekeeping department. It allowed me to better understand my skills and provided insight into areas where I need improvement.
I plan to use these insights in my future jobs in the hospitality sector. My focus will be on improving and managing hotel facilities effectively.
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