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 Introduction 
The report discusses the experience of the housekeeping department, which is considered the foundational aspect of the management of overall guest experience in the hotel. The services are based on the Holiday Inn Hotel located in Sunderland. The department of housekeeping is responsible for the maintenance of cleanliness, provision of related hygiene measures, and aesthetic management throughout the guest rooms and public places within the hotel’s premises (Giovanni, Alessandro and Napolitano, 2022). The workers in the housekeeping department are responsible for offering a comfortable and welcoming environment to the guests to increase the level of satisfaction (HotelVak, 2023). 
Therefore, in the Holiday Inn Sunderland, the Housekeeping department where I worked with Joanna who was responsible for cleaning duties which includes sanitising the guest rooms, changing of the linens, replenishing related to the toiletries, maintenance of the public spaces such as lobbies and corridors, and management of the laundry services efficiently. Tiwari, Singh and Dahiya (2023) stated that the working practices are directly influencing guest satisfaction by increasing the image and reputation of the hotel by improving efficiency towards operational success and delivery of quality services. 
Role Reflection
The description of the role as housekeeper in the Holiday Inn hotel, Sunderland, Gibb’s reflective model (1988, cited in The University of Edinburgh, 2024) is applied as:
Description
During this placement, I faced two particular experiences within the learning journey. Firstly, I was involved in the management of a room during the peak check-out time, which required meticulous cleaning to be processed for the shifting of guests within tight timelines. Joanna was one of the workers in the housekeeping department who has helped me in learning and managing things efficiently. The experience has offered operational pressure, with a critical importance placed on the standardised procedures and time management skills (Thoriq et al., 2024). Also, I have faced some guest complaints based on the cleanliness of a room, considering the services. The incident has identified the gaps in measuring the quality assurance and flows in the communication within the team. It seems to underscore the direct impact based on the housekeeping standards and the increasing level of guest satisfaction. 
Feelings
I have faced intense challenges due to the turnover times and emergence of stress whilst meeting the deadlines without compromising service quality. The guest complaint is also challenging for me to offer effectiveness in the work and management of team standards. Ratnoday and Rana (2021) elaborated that the management is responsible for promoting the practices by encouraging the members with learning and collaborate.
Evaluation
The management of room turnovers seems successful in exploring effectiveness in time management and efficiency in the overall workflows. The guest complaint implicates weaknesses in the quality checks and highlights the importance of clear communication within the staff (Jayanti, 2023). The experiences are used to manage teamwork, standardisation of the operating procedures, and thorough use of inspections for the delivery of the services in the guest experience. 
Analysis
The efficiency in the room turnover is based heavily on the preferences, clear protocol management, and teamwork skills. The process is supported by tools like the use of checklists and ensuring the cleaning processes are efficient (Hsieh, Hirudayaraj and Hsieh, 2025). My experience is associated with the practices to advocate the standardised system of cleaning procedures and considering the quality assurance checklists to reduce emerging errors with the maintenance of consistency. 
Conclusion
The experiences have implicated the effective role of consistent quality management with the use of effective communication. I found that teamwork is effective for achieving higher guest satisfaction (Phuong and Huy, 2022). The completion of the tasks is based on the collaborative skills which are essential for the provision of reliability and excellence in the housekeeping services. 
Action Plan
For the future, I will adopt practices like making checklists and a standardised system for the cleaning protocols within the room turnovers for improvements in consistency and accountability (Gurnov, 2025). There will be some enhancements in time management skills for managing the speed with thoroughness in an effective manner. 
Assessment of Operational Management and Client Satisfaction 
I have observed that the management style is influenced by the motivation of the staff members and the quality of the guest services. The leadership approach is applied primarily transactional, focusing on describing the task completion and compliance management of the cleaning standards (Chatterjee, 2022). The process has ensured operational efficiency, which leads towards staff feeling undervalued. It seems that enhancing the morale and provision of definite aspects can lead to increases in the guest service delivery. The management and organisational behaviour principles are applied to the transformational leadership, which fosters motivational aspects, empowerment values and innovation for driving the improvement in team engagement and service processes. (Ambardar, Singh and Singh (2023) illustrated that the use of transactional style allows effective management in the task control, managing the lack of motivational elements for the provision of sustained high performance with effective guest-centred service. The management approach also impacted the guest experiences, with variability in service quality and occasional delays in responding to guest requests. Staff motivation seems essential, which is directly linked to the fulfilment of guest satisfaction, where the motivated employees are provided with greater care and attentiveness within their duties (Laškarin Ažić, 2017).
Guest Service Improvement Plan 
For the improvements in the guest services by the use of effective housekeeping facilities by Holiday Inn, Sunderland, there are some suggestions defined below:
Operational Changes with the Use of Transformational Leadership Training Facilities
It needs leadership workshops to enhance skills in the supervisors and managers, focusing on motivational techniques, empowerment of the staff, and the use of adequate communication resources (Patiar and Wang, 2016). There must be alignment with industry-effective practices for the promotion of employee engagement and fostering overall morale and performance. The process will help in enhancing the staff motivation, which will lead towards the consistent and proactive management of guest service. It will help in reducing the complaints and elevate overall guest satisfaction (Chamberlain and Zhao, 2019).
Introduction of a Standardised Quality Assurance System
It needs the development and implementation of a checklist for using the room turnovers and inspections whilst ensuring the cleaning tasks are fulfilled to the highest standards. The checklist will offer consistency and accountability to the members with the provision of the principal management system in the housekeeping services (Tiwari, Singh and Dahiya, 2023). The consideration will make potential improvements in the overall service quality, reduction in the delays and guest complaints, and application of the effective operational system to provide better reviews and preferences of the services. 
Strengthening of Effective Communication Channels 
There must be an establishment of regular team processes for collecting feedback sessions within the housekeeping staff and management for overcoming the challenges and achieving successes. The management needs to foster a culture based on continuous improvement and inclusiveness, which is recognised as a definite measure in the organisational behaviour and personnel development plan (Thoriq et al., 2024). The process will make effectiveness in the teamwork, enhancement to overcome the issues, and implicate positive working environment to make influences in the guest experience and definite quality measures.
Conclusion 
To sum up, I have observed that my placement hotel has illuminated effective role of management styles with implications for efficient operational procedures for the delivery of satisfactory guest services (Hsieh, Hirudayaraj and Hsieh, 2025). The implication of the transactional leadership seemed efficient whilst providing some of the limitations towards the motivation of the staff for the improvements in the service standards. The reflective analysis has been presented using Gibbs’ cycle to determine the importance of communication, quality control measures, and the staff empowerment system. Therefore, the use of the transformational leadership approach has offered quality assurance checklists, improvement in communication for enhancing guest experiences, and provision of operational efficiency. The possible insights will allow future professional practice to be developed in the hospitality management whilst providing higher standards of guest satisfaction and efficiency in business performance.
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