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I acknowledge the use of Grammarly (https://www.grammarly.com) on 10 November 2025 to check my work using the prompt(s):
1. Please check the following text for readability, grammar and syntax.
     I acknowledge using Google Scholar (https://scholar.google.co.uk/) on 20 October 2025 to find books about the Housekeeping Department. I used the prompt(s):
    1. Housekeeping Hospitality books







I completed my placement at the Premier Inn Hotel in Stoke-on-Trent. I had the opportunity to work in the housekeeping department. After my first placement, I knew this department was important to the operation of the hotel, but I didn't realise how crucial it was. Working in the housekeeping department helped me appreciate the effort put into ensuring a positive guest experience and reminded me that guest satisfaction truly begins with clean rooms. The housekeeping team ensures that all hotel rooms are spotlessly clean, allowing guests to enjoy their stay at Premier Inn.
During my placement at Premier Inn, I discovered the importance of communication and time management. The tasks assigned to me helped me increase my confidence and my balance between accuracy and speed. This placement helped me understand the importance of the housekeeping department to guest satisfaction and the significance of professionalism and teamwork in the hospitality industry.
The opportunity to be part of the cleaning team allowed me to apply the theoretical knowledge I had acquired during my studies to the tasks assigned to me, confirming the notion that work-based environments improve applied learning (Anon, 2010).
During my time at Premier Inn in Stoke-on-Trent, I realised how important teamwork, communication, and organisation can be to the overall quality of service provided. Although Premier Inn has structured procedures, such as room checks and shift allocation, to maintain the same high standards across all its hotels, the practical implementation varied significantly from shift to shift.
During my internship, I noticed a lack of consistency in communication and teamwork across shifts. Assigned tasks were completed, but the way they were accomplished often relied on employee guesswork rather than formal structures. For example, on some days before work began, a short meeting was held to discuss special requests from guests and the day's priorities. On other days, they simply said to start with departures, without any information about special requests or early arrivals. This lack of consistency in communication resulted in special requests from guests, such as having a crib ready in the room, not being fulfilled. The room was also not ready for early arrivals. These situations contributed to guest dissatisfaction.
According to the literature on hospitality operations, effective coordination in housekeeping is critical. Jones (2007) emphasised that maintaining cleanliness standards in hotel rooms depends on communication between team members, not just on task execution, and maintaining consistent and high standards of service. My experience during my internship confirms this. When there was clear communication about what was needed and which rooms needed to be prepared in advance, the working atmosphere was calm, and everything was completed on time. Arriving guests were satisfied, and problems were not reported to the front desk. However, when this communication was lacking, the number of errors was significantly higher. Amenities in hotel rooms were lacking, and some guests had to wait for their assigned room because it was not yet ready, despite their early arrival.
Another negative factor was the way change orders were communicated. Changes were often rushed, and important information, such as guest requests for additional towels or maintenance issues, was overlooked. Jayanti (2023) notes that hotel guests require more detailed coordination, especially in housekeeping, where even minor errors can have a negative impact on guests. When communication is lacking, achieving consistency in service delivery is more difficult.
Changing the communication approach could be beneficial to address this issue. Implementing a short shift handover process similar to those recommended in professional housekeeping management (Jones, 2007) would help prevent the loss of important information. Employees would begin their work with clear information if they knew which hotel rooms they needed to prioritise and were aware of guests' special requests and needs. Saha (2000) supports this approach, arguing that good communication reduces stress, increases productivity, and improves teamwork.
Workplace culture also impacts employees. Employees with strong leadership and good communication were more open, worked more collaboratively, and helped each other when they had more work. However, in a shift where leadership was weaker and focused solely on giving orders and poor communication, employees tended to work more alone and focus solely on themselves. This shows that employee engagement and productivity increase when there is positive recognition and supportive leadership with significantly better communication (Lee-Ross and Pryce, 2010).
I personally understood the importance of balancing efficiency and communication. After this experience, I know that in the future, it's better to speak up more often, ask clarifying questions, and actively participate in handing over responsibilities to the next shift. Improved communication between teams helps avoid problems that affect guests.
Reflecting on my job in housekeeping at a Premier Inn in Stoke-on-Trent, I realised how much my confidence, attitude and behaviour impacted teamwork and communication. At the beginning of my internship, I was unsure about what I was doing and would ask for more detailed explanations because I didn't want to seem inexperienced, and I would double-check that I was doing it correctly. This sometimes led to poor communication
However, as I learned the procedures, I realised how much easier my job was when I asked specific questions and got clear answers. Before starting work, I asked about guests' special requests and wrote them down. This boosted my confidence and allowed me to gain the trust of the rest of the team.
This reflection made me realise that effective teamwork isn't just about how quickly tasks are completed, but also about how my decisions impact others. I now feel more comfortable because I know and strive to communicate clearly, as this can benefit the entire team.
In summary, my experience in housekeeping at the Premier Inn in Stoke-on-Trent showed me how important teamwork, communication, and organisational culture are to providing high-quality hotel services. Housekeeping is often perceived as a department of simple, daily tasks. However, according to Ganguly (2019), housekeeping operates as a service system that maintains quality standards through organised procedures, strong leadership, and excellent communication.
During shifts where communication was excellent and expectations were clearly defined, team members worked more collaboratively. Rooms were prepared on time, guest requests were met, and the work environment was friendly. These examples demonstrate how good service relies on both employee morale and guest outcomes.
However, I've seen how service quality can significantly deteriorate when communication is poor and employees prefer to work independently rather than collaboratively. Such minor ambiguities, failure to communicate guest needs, or failure to prioritise rooms, have led to guest dissatisfaction.
Reflecting on my own role, I realised that my lack of confidence caused me to ask more questions when shorter, more precise questions would have sufficed. This experience showed me that maintaining a high standard of service is the result of both well-functioning, clearly defined tasks and the daily behaviours of the people working there. Good service begins with clear communication and teamwork. If this is strong, then employee morale will improve, and the service provided will be excellent. 
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