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[bookmark: _Toc200496796]Section 1: Role Reflection (Using Gibbs’ Reflective Cycle, 1988):
Whilst on my placement at Holiday Inn Sunderland, I was placed in the Housekeeping Department which houses keeping of the guest rooms to a high standard of cleanliness and safety. They include room cleaning, setting up guest amenities, taking care of the use of equipment properly, coordinating with other departments; like front office and maintenance. The role of Housekeeping is very much connected to the whole guest experience as they have to put into practise all the hotel protocols and make sure the place is welcoming.

[bookmark: _Toc200496797]Description:
A main area that I was in charge of was flipping over multiple guest rooms, within a shift, to meet time and quality standards. For instance, on one very busy day, I had to finish five check-out rooms in a two-hour time frame. On this task, I was being evaluated on timekeeping, correct cleaning techniques, and being good at customer service under pressure.
[bookmark: _Toc200496798]Feelings:
I was nervous initially thinking I was able to keep up with people who had a real experience. But thanks to my supervisor and some encouragement from other colleagues, I felt better about myself. Through my work, I also developed more respect for the little things like perfectly folded towels or a well-set up bathroom, or even something that might have been left undone that would make all the difference in the guest’s stay.
[bookmark: _Toc200496799]Evaluation:
Through this experience, I’ve learned that I have improved in Time Management and Prioritization which are two major things in Housekeeping. I also felt how well reception was able to guide early check-ins with prioritised rooms. I became particularly strong at planning my work when under pressure. Still, the longer shifts tired me and at times I would forget to update the room checklists which influenced how the information about rooms being ready was shared. From this, it became clear that focusing on mental tasks was as important as focusing on physical tasks for service personnel.
[bookmark: _Toc200496800]Analysis:
From this experience, I learned that operations in housekeeping are successful if they are backed by good supervision, leadership, and teamwork. For example, when our supervisor began reassigning room quotas according to the speed and experience of each team member, that reduced delays and made people happier. Another instance is when a maintenance request was not quickly passed along they had a holdup in getting a room available and that affected check-in. It first and foremost highlighted that you need strong problem-solving and management of decisions under pressure. The examples are very close to the teamwork and the service operations model I studied in the Hospitality & Guest Services module.
Looking at these cases, I saw that housekeeping supervisors should have:
· Assigning duties wisely and managing both staff and resources well are aspects of leadership.
· Communicating and Working as a Team:  working to create alignment within the team and in some fashion, not just in his department.
Action Plan
This is to help my professional development:
· I will increase my physical endurance by having a regimented work habit and pausing for no more than 5 minutes of active activity.
· I will stick to using checklists and do a “double-check” every time I leave a room.
· I want to shadow a housekeeping supervisor during one full shift to see how they manage resources and delegate when it is peak time.
[bookmark: _Toc200496801]Section 2: Management Performance & Guest Service Analysis:
1. Overview of Management Styles in Guest Service Operations:
During my placement at Holiday Inn Sunderland, the department supervisor’s leadership approach had a strong impact on the effectiveness of guest services operations, especially in the Housekeeping Department. From the Management & Organisational Behaviour (Level 5) module, I defined a combination of situational and transformational leadership practices used in task delegation and team performance management.
Situational Leadership: Adaptive Allocation for Stable Workload
The most consistent style observed was Situational Leadership which aligns with the approach proposed by Hersey and Blanchard in 1982. 
Situational Leadership Hersey and Blanchard                                Core Framework are applied.
The supervisor adjusted the division of tasks depending on the staff’s expertise and the current work situation. During the shift, managers might move room quotas from underperforming to above-average workers. Adamska and Andraszak (2024) discuss this Adaptive Allocation strategy as being more efficient, matching tasks with respective skill levels, and improving morale because people who feel less experienced are not overburdened. It’s Impact to Increased the confidence among the team and made sure a room was ready for the guests all the time.
Transformational Leadership: The Driver of Quality and Motivation 
Along with task management, the supervisor’s leadership skills consisted mainly of transformational leadership traits. 
Transformational Leadership Bass and Avolio’s                                used to explain praise and motivation. 
As an example, they prepared rooms for high standards and they used positive reinforcement (praise, small team recognitions, etc.) regularly to encourage excellence. This is consistent with Bass and Avolio’s (1994) theory of inspirational leadership, asserting that it increases employees’ intrinsic motivation and pride in work. As a result, employees pay more attention to their work and so there are fewer guest complaints about cleanliness or missing amenities.
2. Health & Safety Compliance in Operations of Guest Service
Legal Compliance and Staff Safety:
During my placement at Holiday Inn Sunderland the health and safety protocols were being run with all due compliance with the Health and Safety at Work etc. Act 1974 (HSE, 2023a) requires employers to meet the required health, safety, and welfare of employees as far as reasonably practicable. It was evident that these responsibilities were met due to staff inductions and daily briefings that highlighted important safety advice. As an example, when new staff arrived, they were trained in workplace safety and reminded of safe ways to handle things, go through fire exits, and use equipment.
All employees needed to use safety equipment, especially gloves, safety boots, and aprons while working in housekeeping and maintenance. This approach greatly lowered the risk of injury and met with the best recommendations from both the British Hospitality Association (BHA) and enforced through HSE guidance.
Compliance with COSHH Regulations
The Regulations on the Control of Substances Hazardous to Health (COSHH) 2002 controlled the proper use of cleaning chemicals. All employees were taught to review and obey Material Safety Data Sheets (MSDS) which are important for noticing dangers caused by various substances. Induction was the time when the training was covered and overseen by supervisors.
Using cleaning equipment in different colours for different areas (red for toilets, blue for general areas) is a good example of a best practise that is popular in the hospitality industry to stop cross-contamination. Furthermore, all cleaning products were kept in locked cupboards with proper labels and only staff permitted by regulation could access them.
3. Culture & Teamwork: Influence on Staff and Guest Experiences:
I experienced that Holiday Inn Sunderland focused on being service-oriented, and collaboration with culture encouragement, resulting in employees teaming up and feeling proud of their work standards. This supportive culture played a key role in shaping staff behaviour and team dynamics. For example, during swift cleaning, the atmosphere remained relaxed and kept team members on task, so they experienced less anxiety. Therefore, guests were happy with the experience, since the standards did not change. 
This experience suggests that (Markus and Kitayama, 2010) opinion, that culture is “a set of shared values, norms, beliefs, attitudes, and assumptions that shape behaviours and work processes” plays an important part in employee engagement and organisational success, is correct. As perceived from a Personnel Resourcing & Development viewpoint at Level 5, the hotel’s tradition made employees want to stay and achieve better results, since they were respected and supported. These situations call for high-commitment HRM, which emphasis improving employees and uniting teams to achieve top service results.
This supports Marriott’s HRM strategy in Turkey since linking culture and development encourages employees to do their best. My observation of how supportive the culture was reflected in Marriott’s strategy of making high-functioning teams through smart HR planning (Wesley et al, 2024). Such cases make it clear that when HR aligns the culture, staff requirements, and goals of the organisation, employees are better off and customers are well served. So, both culture and teamwork act as key advantages in improving staff satisfaction and making guest satisfaction. 
[bookmark: _Toc200496802]4. Marketing & Guest Experience: Managing and Enhancing Expectations
Holiday Inn Sunderland simply managed guests’ expectations through coded data analyses and commercial digital booking systems in order to deliver consistent service delivery and branded cleanliness standards. The marketing strategies developed were also aligned toward Marketing Essentials (Level 4) concepts (Segmentation & positioning). Targeted messages such as ‘Clean and Ready’ messages, and exclusive early check-in offers sent to families and business travellers alike, helped reinforce value on the part of the hotel too.
Guest feedback surveys and digital follow-up post-stay to keep the engagement after the stay was a practice that echoed how Marriott's Bonvoy loyalty app based on personal offers and keeping customer stickiness kind of things that the Hilton Honors program works the same thing. Beyond marketing, these platforms collect user data and tailor experience solely by targeting guests” (Wesley et al, 2024).
[bookmark: _Toc200496803]Section 3: Guest Service Improvement Plan
[bookmark: _Toc200496804]Identified Issue: Service Delays:
While I was placed in the Housekeeping Department at Holiday Inn Sunderland, the biggest problem concerning guest service was a delay in updating the status of the room readiness which directly caused the delay in the guest check-ins and the accuracy of the guest check-ins was slowed.
Why has this issue arisen?

Impact on Guest Service:

[bookmark: _Toc200496805]Justification of the Significance of the issue
An important guest service problem in the Housekeeping Department at Holiday Inn Sunderland is the inconsistent use of room readiness checklists. Because of this practice, departments sometimes do not communicate well, causing there to be gaps in the assigned tasks and more confusion.

[bookmark: _Toc200496806]Three-Step Guest Service Improvement Plan
[bookmark: _Toc200496807]












Conclusion: 
In short, my placement at Holiday Inn Sunderland proved insightful in gaining perspectives about operational, leadership, and service dimensions in the housekeeping department. During the internship I discovered how fundamental communication, supervision, and organizational culture for professional service delivery, and while identifying the significance of communication, supervision, and organisational culture in guest service delivery. After using the ideas of situational and transformational leadership, TQM, and HRM strategies, I realized better service quality comes from integrated operations. Employing digital techniques, standardized rules, and training for service staff will greatly increase how happy guests are. This experience has increased my knowledge and revealed new challenges I can work on in the future of hospitality management.
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Lack of Real-Time Communication Tools:  Staff commonly gave reports verbally or manually filled out checklists, which caused slow communication of rooms being ready to the front office.



Heavy Workload and Time Pressure: Housekeeping staff, especially during peak times, mainly focused on getting the rooms ready quickly and forgot to complete certain paperwork.



Absence of Departmental Integration: The desk and housekeeping teams used different programs that could not communicate real-time information about the rooms.





Check-in Delays: When guests checked in early or right on time, they had to wait for their rooms not to be marked as clean, even when the staff had cleaned them before.


Lower guest satisfaction: Dissatisfaction, complaints, and negative comments often result from not having a room ready for guests.


Staff at the front desk are under more stress: Manually following up with housekeeping was part of a receptionist’s job, so they couldn’t interact with guests as well or quickly.





Impact on Guest Satisfaction:
According to Johnston and Kong (2011), guest satisfaction in hospitality is mostly influenced by how reliable the service is, and even small problems like a delayed room can lead to strong dissatisfaction. This matches the SERVQUAL model developed by Parasuraman et al, (1985). “Reliability” and “Responsiveness” are precisely what brand-name hotels should aim to provide. When the room is not ready in time, it indicates that neither side is organised, not customers’ faith in the services is shaken.


Communication Breakdown Between Departments:
According to Kandampully et al. (2018), in hospitality, service delivery is formed by the collaboration among departments. So, when information is not shared properly, it becomes difficult to maintain excellent service. Based on Tuckman’s (1965) framework, it appears that there are problems with role awareness and standard operations that should be solved before a team can perform well. High performance for the team is achieved only when they all use the checklist properly.




First step: digitize the Room Readiness Checklist Methodology:
Operational Changes: Swap paper checklists with a software tool (e.g. HotSOS or Opera PMS) that lets you access the status of rooms in real-time. Ivanov and Webster (2017) also indicate that digital tools play a vital role in making operations in a hotel more efficient and precise, which is why this approach is used here.
Expected Impact: Helps different departments at the hotel speak better with each other, reduces mistakes, improves how rooms are cleared, makes check-ins happen faster, and directly improves guest satisfaction while cutting down on complaints.



Step 2: Introduce “Double-Check” Protocol
Operational Changes: Make it a rule for room attendants to use the digital checklist for a last check before they declare the room is ready. Based on Total Quality Management (TQM) ideas (Oakland, 2014), that urge promoting standardization, focusing on details, and ensuring quality is checked at every point to prevent service failures.
Expected impact: This is expected to help the business avoid overlooking certain parts of the room or cleaning, keep its brand the same each time, and receive better comments from guests and chances for repeat visits.



Step 3: Provided Training and Shadowing for Staff
Give staff another training session to review using checklists, setting priorities, and teamwork among all departments. Besides, give recent hires the opportunity to shadow supervisors while the business is busiest. According to Baum (2015), places follow best practices by giving staff ongoing training and providing opportunities to observe being served.
Expected Impact: It increases staff accountability actually makes task ownership more important and helps build a service culture that reinforces reliability so that there are fewer operational delays, there is a stronger guest experience.
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