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Introduction
My 10-week placement at Hilton Puckrup Hall, Tewksbury, involved a placement in the Housekeeping Department, because of the central role that the department undertakes in enhancing satisfaction among the guests through cleanliness, comfort and aesthetic parameters within all areas within the hotel premises. The department operated 112 guest rooms, spa, and event areas having the main focus of servicing the rooms on a daily basis, rotations of deep cleaning, maintenance of the public areas, and handling of linens. The hotel is a hotel with very high standards of services as its mission is to achieve the environment that one feels relaxed and that there is complete excellence in terms of services rendered to the guests. Within my objectives of learning, I wanted to:
1. Understand the operational procedures and daily functions of hotel housekeeping, particularly in large hotels with various facilities.
1. Observe and assess supervisory roles in managing teams, handling problem-solving, and improving efficiency under pressure.
1. Develop communication and decision-making skills in a live hotel environment, specifically focusing on guest interaction and teamwork.
Section 1: Role Reflection
Using Schön’s Reflective Model
Role Overview:
In the placement, I assisted Room Attendants in preparing trolleys, turning around rooms and performing quality checks. I sometimes followed the Floor Supervisor and I got to understand team coordination, assignment of rooms and logistics involved in ensuring operational efficiency.
Key Supervisory Skills Required:
Leadership and Delegation: The balance of transformational and transactional styles of leadership used by supervisors was noted as a key observation. To the briefings, the leaders inspired the team by creating a joint vision (transformational) but also at peak times applied tangible orders so that at least rooms were serviced (transactional) (Tavares, et al., 2025).
Communication and Teamwork: Good communication among members through briefings facilitated proper work. Transparency, respect, and clarity were important to the supervisors and contributed to gaining trust between teammates and enhancing morale.
Problem-Solving & Decision-Making: Some of the common problems encountered by the supervisors involved room-status discrepancies and guest complaints. The capacity to evaluate swiftly and to outsource was essential to ruthless productivity.
Example 1 – Reflection-in-action
I remember once when a guest had reported her room not cleaned; about her bed sheets saying it had not been changed. The Supervisor received the complaint empathetically and re-assigned the closest Room Attendant available and supervised personally the task directly in order to ensure the guest satisfaction. This was an example of emotional intelligence and decisiveness because the supervisor was empathetic and yet solved the problem very effectivelly (Schön, 1983). I think that was in-the-moment reflection helping me to understand and appreciate the balance between empathy and operational focus within the hospitality industry.
Example 2 – Reflection-on-action:
On different occasion, I was working a busy Tuesday when I saw a supervisor assigning 18 check-outs to a single Room Attendant who got frustrated and was unable to do the work in time. Reflecting on the incident, this showed what a negative impact can have, morale and for producivity, if there it is poor task division. That would not have occurred by using the situational leadership approach, adjusting the delecation baseb on staff capacity and workload(Quew-Jones & Rowe, 2022). This experience helpend me to understand how important it is a fair task delegation for the staff’s morale and productivity.



Strengths & Weaknesses:
Strengths: I exhibited strong observational skills and quickly adapted to the fast-paced environment. I proactively anticipated needs and ensured that tasks were completed efficiently.
Weaknesses: Initially, I struggled with assertive communication, often hesitating to ask questions for fear of interrupting or seeming inefficient.

Action Plan:
1. Complete a short course on emotional intelligence and conflict management.
1. Shadow supervisory roles in future placements to gain hands-on experience with leadership and team coordination (Mahalakshmi & Bharath, 2025).
1. Practice assertive communication by seeking feedback and engaging in team discussions more frequently.
Section 2: Management Performance & Guest Service Analysis
Management Style & Staff Motivation:
Democratic leadership style was the most popular leadership style in the housekeeping team, as the supervisors engaged senior room attendants to make important decisions such as room assignments and other priorities. Fiedler Contingency Theory (1967) states that the effectiveness of such a practice was further determined by how the leader alternated his or her style to fit the situation (Shala, Prebreza & Ramosaj, 2021).  The management however became more autocratic during peak periods as they were pushing efficiency thus lowering staff morale. This was observed indirectly through motivational theories, including Maslow Hierarchy of Needs (1943) as the personnel felt appreciated greatly when their contributions were taken into account during decision making.


Health & Safety Compliance:
The health and safety were paramount and there was frequent compliance to fire protocols as well as COSHH regulations. Supervisors monitored the compliance by making spot checks on chemical storage and use of PPE. Nevertheless, one of the minor risks was that wet-floor signs were occasionally placed in less busy places, which can be addressed by more regularly placing the signs to match best practices and Health and Safety at Work Act 1974 (Pramana, 2022)
Organisational Culture & Teamwork:
A positive organisational culture has been promoted within the hotel as mutual respect and working together have been a major priority. This culture enabled employee engagement especially since there were rotational distributions of Room Attendants that led to a keener sharing of knowledge and developing Interpersonal connections (Sönmez, et al., 2022). As Armstrong (2020) says, such a culture enhances team unity and employee’s wellbeing in general. Personally, one principle that I have experienced when working with others under Personnel Resourcing and Development (Level 5) is that as an intern, I got exposure to work with senior employees who were able to give advice to me.
Marketing & Guest Experience:
Cleanliness and the feeling of comfort assigned the Housekeeping Department had a significant role to play in guest experience since it ranked very high in the reviews of a guest (Dar, et al., 2021). The SERVQUAL model indicated that housekeeping influenced directly the perceived quality of service offered by the hotel. Considering the Hospitality & Guest Services (Level 4) this may be witnessed in a scenario where one of the guests complained of dirty washing which led to the supervisor catching a moment of truth by providing free beverages as a service recovery technique in order to ensure that the guest was satisfied and complaints did not go any further.



Section 3: Guest Service Improvement Plan
Key Issue Identified:
The inability to regularly change bedding of guests staying longer than one night was also a running issue. The other visitor complained about the regularity of the bedding replacement that directly affected their impression of cleanliness.
Why This Is Significant:
Hygiene standards Changing beddings is a key component when it comes to the standards of hygiene, which is a fundamental aspect of happiness of top-end hotel visitors. Masenya & Ngoepe (2025) stated that tiny shortcomings in the cleanliness department may cause excessively high rates of guest dissatisfaction, particularly concerning long periods.
Three-Step Improvement Plan:
Operational Change: Implement a digital housekeeping log where the frequency of changing bedding is measured per room. This would trigger rooms with long occupancy and countercheck the change of bedding requirements.
Industry Best Practice Alignment: Incorporate a PMS (Property Management System) based log that is synchronized with tablets placed by the housekeeping staff as is required at larger chains such as Marriott and IHG (Dallal & Jones, 2023). This would create operational efficiency and reduce mistakes.
Anticipated Change: This intervention is anticipated to cut the number of complaints by guests referring to bedding solutions by 50 percent in the first quarter. This will enhance satisfaction of the guests and enhance online scores all with a higher repeat booking and the ability to develop trust of the hotel taking its responsibility to cleanliness seriously (Armstrong & Taylor, 2023).
Conclusion
This experience was really useful in securing valuable experience in how a hotel runs especially in the housekeeping department. I was able to meet my learning goals and know how operations are run on a day-to-day basis, notice the dynamics of supervisor experiences, and improve in communication and decision-making skills. I am more assured that I would like to take a career in the hotel operations, and I have a better vision concerning the professional skills that I require to enhance more. 
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