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Introduction 
The housekeeping department at DoubleTree by Hilton London Angel plays a crucial role in maintaining the hotel’s cleanliness, comfort, and presentation, directly contributing to guest satisfaction and the brand’s reputation. This department is responsible for cleaning guest rooms, public areas, and back-of-house spaces, ensuring they meet Hilton’s global standards of hygiene and quality (Hilton, 2023). Services include daily room cleaning, turndown service, linen management, and special guest requests, all of which contribute to a positive guest experience.
The team operates with a high level of organisation and efficiency, using cleaning schedules, quality checklists, and coordination tools to manage workflow. Close collaboration with the front office ensures rooms are available on time and that guest needs are met promptly.
During my placement in the housekeeping department, I aim to achieve the following learning objectives:
· Develop a thorough understanding of daily housekeeping operations, including room inspections, cleaning protocols, and inventory management.
· Improve attention to detail and time management, essential for maintaining quality while working efficiently under time constraints.
·  Gain practical experience in team coordination and communication, particularly in liaising with supervisors and other departments to meet guest expectations.
These objectives will enhance my operational knowledge and prepare me for broader hospitality roles.

Role reflection 
During my placement as an Assistant Housekeeping Supervisor at DoubleTree by Hilton London Angel, my role focused on observing daily supervisory responsibilities, learning how to manage teams, inspect rooms, and ensure service standards were consistently met. By applying Belbin’s Team Roles Model (2010), I identified with the “Observer” and “Team Worker” roles, supporting team efforts and gaining insight into leadership styles and operational strategies.
Key skills required in this role included leadership and delegation, communication, teamwork, and problem-solving. While I was not fully responsible for leading the team, I closely observed how senior supervisors allocated tasks, motivated staff, and responded to challenges. These observations helped me understand how effective communication and clear task delegation contribute to smooth daily operations.
One strong example I observed was during a weekend with full occupancy. The supervisor held a focused morning briefing, reassigned rooms based on staff strengths, and followed up with room checks. The entire shift ran efficiently, and guest feedback was highly positive. In contrast, on another day, a lack of clear communication regarding late check-outs led to delays in room readiness. The miscommunication between front office and housekeeping caused unnecessary stress and guest complaints, highlighting the need for stronger interdepartmental coordination.
My strengths include attention to detail, willingness to learn, and working well under pressure. However, I recognise weaknesses in confidence when addressing teams and making quick decisions.

Action Plan for Development:
· Shadow supervisors more actively, asking reflective questions after each shift.
· Attend training sessions on communication and delegation to build confidence.
· Seek feedback from both supervisors and attendants on my communication and teamwork.
This observational placement has given me a strong foundation to grow into a leadership role in hospitality.

Management performance & guest service analysis 
During my placement at DoubleTree by Hilton London Angel, I observed that the management team primarily adopted a democratic leadership style, encouraging feedback and team input during briefings and problem-solving. This approach positively impacted staff motivation and efficiency, aligning with theories discussed in the Management & Organisational Behaviour module. According to Mullins (2016), participative leadership fosters commitment and performance by giving employees a sense of ownership and respect.
In terms of health and safety, management ensured regular compliance with UK regulations such as the Health and Safety at Work Act 1974. Staff were trained in COSHH procedures, manual handling, and emergency responses. These practices reflected industry best standards as outlined by the Health and Safety Executive (HSE, 2023). Signage, PPE availability, and detailed cleaning protocols ensured a safe environment for both guests and staff, reducing incidents and promoting operational efficiency.
Culturally, the workplace was highly diverse. Teamwork benefitted from cultural awareness, with supervisors showing sensitivity to language barriers and cultural customs, particularly during religious observances or national holidays. This observation links directly to the Foreign Languages & Cultural Awareness module, which emphasises intercultural communication (Hollinshead, 2017).
From a marketing perspective, I saw how management linked operational excellence to guest experience, a key aspect discussed in the Marketing Essentials module. Cleanliness, timely service, and staff professionalism were used to reinforce brand identity and encourage repeat bookings, reflecting Kotler et al.’s (2017) view that service quality is a core marketing tool in hospitality.
Overall, management performance at the property was effective due to a collaborative leadership approach, compliance with safety standards, cultural sensitivity, and consistent delivery of guest-focused service.

Guest service improvement plan 
One key issue affecting guest service observed during my placement at DoubleTree by Hilton London Angel was delayed room readiness during peak check-in times. This frequently occurred due to inefficient communication between the housekeeping and front office departments, resulting in frustrated guests and added pressure on staff. In the hospitality industry, timeliness is a core dimension of service quality, and delays can significantly reduce guest satisfaction (Parasuraman, Zeithaml & Berry, 1988).
This issue is particularly significant because first impressions at check-in shape the entire guest experience. As Pine and Gilmore (1999) argue, creating a seamless and positive arrival experience is essential in the “experience economy”, where emotional and personal engagement drives guest loyalty. Repeated delays also place strain on employees, impacting morale and reducing operational efficiency (Mullins, 2016).

Three-Step Improvement Plan:
·  Implement a Real-Time Room Tracking System
Introduce software that integrates housekeeping updates with the front desk in real time (e.g., Opera PMS). This reduces reliance on verbal updates and helps reception provide accurate room availability information. Hilton brand hotels already use such systems in many properties, aligning with industry best practice (Hilton, 2023).
· Establish Pre-Shift Coordination Briefings
Hold daily 10-minute joint briefings between front office and housekeeping supervisors to identify early check-ins, VIPs, and late check-outs. This promotes teamwork and prepares staff for the day’s priorities, enhancing cross-departmental collaboration.
·  Introduce a Performance Incentive for Early Room Turnover
Motivate housekeeping staff with small rewards or recognition for consistently meeting room readiness targets. This encourages accountability and can improve morale and productivity.
Expected Impact:
These improvements would reduce guest wait times, enhance satisfaction, and improve online reviews, ultimately leading to higher occupancy and repeat business.


Conclusions 
During my placement as an Assistant Housekeeping Supervisor at DoubleTree by Hilton London Angel, I gained valuable insights into the operational and managerial functions within the housekeeping department. I observed how effective leadership, clear delegation, and cross-departmental communication are essential to maintaining service quality and operational efficiency (Mullins, 2016). I also gained a deeper understanding of health and safety compliance and the importance of cultural awareness when managing a diverse team (HSE, 2023; Hollinshead, 2017).
My three main learning objectives were to: understand daily supervisory responsibilities, improve my communication and time management skills, and learn how to effectively support and coordinate a team. I can confidently say that I achieved all three objectives. Through observation and active participation in pre-shift briefings, room inspections, and issue resolution, I developed both practical skills and theoretical understanding.
Additionally, I learned how housekeeping contributes to brand reputation and guest satisfaction, aligning with marketing principles discussed in the Marketing Essentials module (Kotler et al., 2017). Overall, this placement provided a strong foundation for my future career in hospitality management, allowing me to grow both professionally and personally.
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