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Introduction 
The final year university internship was an essential stage for me, offering me the opportunity to apply the theoretical knowledge gained during previous years of study. From the beginning, I understood that hands-on experience is very important for my future career, so I focused more on opportunities to participate in activities and interact with the public, as Haag also suggests in Work Placements Step by Step (Haag, 2012).
The choice of the housekeeping department at the Best Western White House hotel in Watford was not random, but the result of a deep desire to understand the crucial role of these services in building guest experience. Often, these services remain secondary, being less visible to customers, but they are the foundation of excellence in the hospitality industry, having a major impact on the customer satisfaction and the hotel's reputation. Activities such as cleaning, maintenance, room preparation, or managing material are an integral part of the hotel's daily operations. At the Best Western White House, the housekeeping department coordinates cleaning operations for all 67 rooms and common areas (hallways, stairs), and is responsible for linen management, continuous room status updates, and quality control. Thus, working in this department allowed me to delve into the mechanisms of implementing and maintaining operational standards in a real hotel environment. 
The main objectives pursued during the internship were:
1. Developing leadership and delegation skills within a multicultural housekeeping team.
2. Consolidating interdepartmental communication and collaboration skills to optimize operational efficiency.
3. Deepening knowledge of hygiene, health, and safety standards, and their influence in guest satisfaction.
 This essay follows a three-section structure: the first contains a reflection based on the Kolb Model, the second addresses managerial performance and guest service analysis, focusing on managerial styles, organizational culture, guest experience, and marketing strategy, and the last presents a concrete plan for service improvement.
Section 1: Role Reflection – Kolb Model
During the internship, I held the role of Housekeeping Assistant, actively participating in daily cleaning activities, reporting technical issues to the maintenance department, and supporting the supervisor in her activities. These tasks reflect the typical structure of responsibilities in housekeeping. Kolb's experiential learning model (1984) was a valuable tool, facilitating my reflection organization: concrete experience, reflective observation, abstract conceptualization, and active testing.
a. Leadership and delegation
A day with a steep learning curve was when two housekeeping employees were absent for medical reasons in the same day when the department’s manager was on leave. The coordination responsibilities were temporarily taken by the front office. The ambiguity in task delegation led to confusion regarding room prioritization, reflecting the importance of good information management in operational processes (Mintzberg, 1975). Subsequently, following collective feedback, I proposed implementing a shared digital list between reception and housekeeping, which in time could visibly increase workflow efficiency.
b. Communication and teamwork
In the multicultural housekeeping team – a minimum of four distinct nationalities –advanced intercultural communication skills are a must. Recent studies show that exposure to diversity and the development of intercultural competencies are predictors of adaptability and professional performance in globalized contexts (Nguyen & Benet-Martínez, 2020). It thus becomes clear the need to adapt discourse and behaviour according to the interlocutor's culture, an element also learned in the Foreign Languages & Cultural Awareness (L5) module and supported by specialized literature (Ang & Van Dyne, 2015).
c. Problem-solving and decision-making
A significant problem arose when, again from unforeseen lack of personnel, there was a lower cleaning standard in the bathrooms. Analysis of this revealed that staff shortages, despite it being supplemented by colleagues from other departments, whom, however, lacked the experience, led to poor quality control. Fortunately, an experienced person checked all bathrooms according to an internal audit checklist inspired by the principles of ISO 9001:2015 (ISO, 2015), which creates traceability and accountability. The issues were detected in time and corrected. This episode demonstrated the importance of quality control as a proactive process and participative leadership (Heizer et al., 2020).
Personal reflection 
The experiences of this internship allowed me to see cultural intelligence not as an optional competency, but as a fundamental pillar of professionalism in hospitality. I learned active listening, adaptability, and understanding cultural nuances, traits that will serve me in my professional career.
Strengths:
· Proactivity in identifying and solving problems, and the ability to manage the complex and multicultural environment, according to observations from specialized literature (Sturman & Ford, 2011).
· Strong intercultural communication skills, responding to the growing trend of workforce diversification (Gudykunst, 2003).
· Resilience to operational stress, essential in a field where pressure on employees can be very high (Deery, 2008).
Areas for improvement:
· Tendency to avoid conflicts, in the resolution of which the managerial team plays an essential role (Walsh & Taylor, 2007; Hussein, Ibrahim & Ismael, 2022);
· Hesitation to provide negative feedback, with the potential to negatively impact team performance if not addressed professionally (Kusluvan et al., 2010).
My professional development plan:
1. Taking a course in micro-leadership and shared leadership, with an emphasis on active listening, empathy, and motivation techniques (Pearce & Conger, 2003).
2. Participating in conflict management and assertive communication trainings, focusing on non-violent dispute resolution in diverse teams (Rahim, 2011) and conflict management, specifically focusing on the Thomas-Kilmann Conflict Mode Instrument (TKI) (Thomas, Kilmann, 1977).
3. In-depth study of quality audit standards and strategies in hospitality, including applied workshops on ISO and EFQM systems (Williams, 2020).
Section 2: Managerial Performance and Service Analysis
1. Management styles:
Leadership within this hotel is predominantly transformational, with elements of servant leadership – managers lead by personal example, active listening, and real support, style described by Bass (1990) and Greenleaf (1977) as encouraging involvement, loyalty, and a culture of trust. In critical moments, the general manager acts as a team member, strengthening group cohesion. This practical observation of leadership directly relates to my studies in the Management & Organisational Behaviour, where we critically evaluated the impact of such styles on employee motivation.
2. H&S Compliance:
The hotel prioritizes safety through regular training, strict rules regarding the handling of hazardous substances, and clear evacuation procedures – all compliant with current legislation (Health and Safety at Work Act, 1974; COSHH, 2002).
3. Organizational culture: 
Best Western prioritizes a culture of support and inclusion, integrating new employees through mentoring and cooperation (Schein, 2010). Management encourages employee involvement, promoting shared leadership and collaboration across departments, and leveraging diverse strengths, a key aspect linked to cultural awareness learning.
4. Experience Marketing: 
The hotel's promise of “immaculate rooms and boutique comfort” relies heavily on the housekeeping team's work, highlighting the importance of the 3Ps (People, Process, Physical Evidence) for the success of the marketing strategy (Heskett et al, 1994). The direct line between housekeeping's standards and the hotel's brand promise of “immaculate rooms” is a clear application of service marketing principles studied in the Hospitality & Guest Services.
Section 3: Service Improvement Plan
Identified problem: 
Frequent delays in room preparation during peak hours, affecting guest satisfaction. The significance of this issue is highlighted by the service quality gaps study of Parasuraman et al. (1985). Furthermore, a 2023 study by Ervina, Taufiq & Ratna demonstrated that during COVID 19, room readiness upon arrival was within the first three most influential factors on online review scores, directly impacting future revenue, situation further sustained by the study of Minwoo et al (2020), which generalizes the issue. Therefore, addressing these delays is not just an operational necessity, but a strategic marketing imperative.
Proposed solutions:
1. Implementation of a digital application for real-time task management, synchronizing reception with housekeeping – an internationally renowned practice (e.g., Marriott).
2. Cross-training between departments to increase operational efficiency.
3. Introduction of a reward system for teams that perform above the average of operational KPIs.
Conclusion
The internship at Best Western White House helped me achieve my personal and professional objectives. I integrated theory with practice and experienced direct impact of ethical leadership and multicultural approaches and the value of an inclusive organizational culture. Servant leadership, emphasis on cooperation, and authentic communication were confirmed as benchmarks of operational excellence. This experience clarified my professional direction: I am determined to cultivate an empathetic and participative leadership style in my future career, a foundation for the sustainable development of both teams and hospitality organizations.
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