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[bookmark: _Toc200400028]Introduction
The report will cover reflective learning from a placement at Holiday Inn Sunderland which is a property of IHG. During the placement, the author worked in different service areas, particularly in the housekeeping department of the hotel. The key responsibilities at the department were to maintain guest rooms, replenish linen and amenities, and other guest services (IHG, 2025). The following learning objectives were achieved through the 10-week placement at the hotel:
· To achieve a comprehensive understanding of various operations at the housekeeping department such as routine cleaning checks and coordination with other departments. 
· To develop supervisory and interpersonal skills.
· To become aware of health and safety standards in the hospitality industry.
[bookmark: _Toc200400029]Section 1: Role Reflection
To reflect on my role in the housekeeping department, I will apply Gibbs’ reflection model. The first stage of reflection in the model is description (The University of Edinburgh, 2024). In my housekeeping role, I used to prepare and manage rooms and ensure the cleanliness of the hotel’s properties. My key tasks were bed-making, dusting, vacuuming, and replenishing amenities. I had to ensure guest satisfaction, hygiene, and safety (Chijioke and Nkemdilim, 2019). Often, I coordinated with front desk colleagues to inform them about room status. The second stage of the reflection model is feelings. As my placement provided me the opportunity to have hands-on experience, I felt both challenges and excitement. When I could accomplish my job properly and received positive feedback from the guests, I felt proud of my job role. I also felt anxious when the hotel had a high number of guests. To provide services to such a large number of people became very challenging for me. I tried to keep extra requests from guests to make them satisfied. Such a strategy boosted my confidence. The third stage of the reflection model is evaluation. Overall, my placement at the hotel to perform guest service activities has worked well. As a team, we could achieve our team goals and objectives. In some instances, we had both positive and negative experiences. One day our executive housekeeper held a pre-shift briefing. The briefing was effective in task allocation and communication with the teammates. All employees could understand their key responsibilities, particularly in the floor sections. In this example, a participative leadership style could be noticed. Employees could make their decisions and take ownership of them (Clarke, Robinson and Mayo, 2020). On the other hand, there was a time when the instructor delivered an unclear message to our team. I was confused about the task completion and my team could not implement the change plan leading to task duplication. I could identify my weakness in communication skills from this incident because I did not speak up with my seniors regarding the change plan. I should focus on my communication skills to succeed in my career. In another instance, one of my colleagues was struggling to meet the room cleaning schedule because of higher guest numbers. I helped her to complete the task within the due time. This incident shows that I have teamwork skills. It is a crucial strength for a supervisor in the hospitality business. In the analysis stage, I will apply theories to my experiences. In my workplace, my supervisor adopted a democratic approach because he included our opinions in the decision-making and this approach is opposite to an autocratic leadership style. A housekeeping manager should be able to develop trust and respect among employees. Our supervisor treated us fairly and was helpful in the workplace. The positive and supportive environment motivated employees in the housekeeping department (Casado, 2012). At one point, the department was struggling with the understaffing issue. To overcome the challenge, the interim manager adopted a more authoritarian approach. He allocated tasks without taking any feedback from the employees. Such an approach can undermine team cohesion in the hospitality businesses (Soltani and Wilkinson, 2010). Moreover, I encountered language issues while working in a diverse team. There were some colleagues from Poland and Romania. I struggled to communicate with them in English. I need to be multilingual to work in a diverse team. In the conclusion and action plan stages, I realised that I had already achieved some of my objectives as I learned housekeeping roles and responsibilities. I also learned to work in a dynamic team and different management styles. However, I plan to improve my communication skills, undertake leadership training, and continue my reflection journey to improve my skills and capabilities.
[bookmark: _Toc200400030]Section 2: Management Performance and Guest Service Analysis
Management & Organisational Behaviour module at level 5 highlighted the importance of management and leadership styles. The management at the hotel adopted a democratic/participative style to lead the team. The executive housekeeper consulted supervisors before making schedules and directions to the employees. Taking inputs from the staff before reaching a final decision drives the team to a shared purpose. The management was situational adaptive to the approach during emergencies. During staff shortages, it became more authoritarian instructing employees to perform tasks without taking any feedback (Arwab, Adil and Ali, 2022). The employees were more confident and motivated under the participative management approach. For a short period, the authoritarian style was effective in achieving maximum efficiency within the team. Employees must be given different roles and managers should take varied approaches to address organisational challenges as explained in the Personnel Resourcing & Development module. The hotel ensured that its housekeeping staff maintained health and safety standards to enhance its brand reputation (Chela-Alvarez et al., 2022). Its organisational culture can be termed as supportive and service-oriented. Because employees are very supportive of one another. They work as a team that maximises the overall productivity of the hotel. They also emphasise guest comfort and satisfaction (Fukey et al., 2014). Any requests from the guests are taken with utmost care and immediately employees respond to the requests. Speedy service delivery and service reliability factors shape guest satisfaction. In service development and improvement initiatives, the hotel engages customers by conducting surveys and making recommendations. Such practices ensure that the hotel services are aligned with customers’ expectations as I learned from Hospitality & Guest Services module at level 4. 
[bookmark: _Toc200400031]Section 3: Guest Service Improvement Plan
During my placement, I noticed room turnover delays in the hotel. On busy weekends, the rooms are not prepared properly and some guests were frustrated about it. The key reasons for the issue are miscommunication and workload. Delays can negatively impact the perceived service quality and customer loyalty (Matsuoka, 2022). Room turnover delays must be addressed because it lowers guest satisfaction scores. In the following three steps, the guest service can be improved:
1. The hotel should implement a real-time housekeeping management system that will track room status and provide updates instantly (Cobanoglu et al., 2021). The overall tasks should be assessed and allocated properly so that an adequate number of employees can perform those tasks. Staff might be engaged in the process. 
2. The employees should be offered training and cross-training opportunities. While structuring the training programme, guest feedback and recommendations should be utilised to identify the key areas for improvement (Aset, 2017). 
3. Employees' performance and service quality must be monitored and assessed continuously. The hotel needs to conduct surveys and take feedback from its guests continuously. As a renowned hotel brand, Holiday Inn has to ensure consistency in service quality. Continuous monitoring and rapid action to address the issues can improve service quality and maximise guest satisfaction in the hospitality industry (Casado, 2012).
[bookmark: _Toc200400032]Conclusion 
The placement at Holiday Inn Sunderland has been effective to develop my understanding of housekeeping operations and hospitality management. The opportunity helped me achieve my learning objectives. I observed the various incidents and related them to my theoretical knowledge. My key strengths include teamwork skills, adaptability skills, understanding of health and safety standards in the hospitality settings, and reflective learning capabilities. However, I need to address my weaknesses such as communication skills, language barriers, and handling of high-pressure situations to succeed in the service areas in the hospitality industry. 
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