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[bookmark: _Toc213266284]Introduction
The placement experience at Acorn Lodge Gatwick provided me with an enticing insight into the role of housekeeping. The hotel, being in a nearby area of the Gatwick Airport, serves predominantly short-stay guests and airline employees (Acorn Lodge Gatwick, 2024). I was a Trainee Housekeeping Manager, and my supervisor was Mr Shakir Choudhury. Some of the roles of the department included cleaning of rooms, laundry, managing inventory and coordinating with the front desk to ensure that rooms were prepared ahead of the arrival of guests.
Before the start of the placement, I formulated three learning objectives:
· To learn about effective delegation and leadership skills when working in a small housekeeping team.
· To be able to formulate problem-solving problems and make decisions under the pressure of the working process.
· To investigate the practices of guest service improvements that increase the level of satisfaction and operational levels.
[bookmark: _Toc213266285]Description
As a Trainee Housekeeping Manager, I assisted in the day-to-day scheduling of room attendants, I went and examined rooms that were cleaned, I went and restocked the minibar, and in some instances, I was called in to check guest amenity requests. I also acquired the skills of handling inventory records using Excel sheets and linen requisition documents for the laundry vendor. 
[bookmark: _Toc213266286]Feelings
On the third day, I observed an assistant being annoyed by me when I questioned her on why bathroom facilities were not provided, and she told me that we had been doing it for so long. I was torn apart, as I knew the standards that I had to follow, yet I was reluctant to cross over into my trainee position. Gradually, I understood that it is possible to deliver corrections diplomatically using appreciation in advance, which enhanced mutual respect and mutual cooperation (Wood, 2013).

[bookmark: _Toc213266287]Evaluation
A composition experience was when the schedule of a flight was postponed, leading to the arrival of 15 unplanned visitors simultaneously during the 3rd week. Three rooms are still being cleaned, and tensions have increased between housekeeping and reception. Mr Choudhury assigned me the role of managing the interaction between the two teams. I immediately evaluated the rooms that could be expedited and assisted with changing linen personally. These led to all rooms being prepared in under 40 minutes, an experience which reminded me of the importance of level-headed leadership in a stressful situation and quick decision-making under mental strain.
On the other hand, I had an exemplary situation where I did not look into the room of a newly recruited attendant, and I did not flag it as ready. The guest then complained about a dirty kettle and hair in the sink, which Mr Choudhury termed a learning moment, which I needed to remember that supervision should not be presumptive but regular. I realised that I had to have a better inspection process that could be more systematic, instead of being more of a routine check.
[bookmark: _Toc213266288]Analysis
Rughubalan (2009) argues that leadership, communication, and monitoring of performance are needed in the supervision of housekeeping. I discovered that these skills would help to create that gap between the management expectations and the guest experiences. Mr This leadership approach was that of a situational leader, as he changed according to the urgency, being supportive when everything went well, but being direct when a problem could only be solved within a set time. This was an indication of my Level 5 Management and Organisational Behaviour study, which stipulated that flexible leadership improves performance and motivation (Purcell and Hutchinson, 2007).
One important observation that I made during the morning briefings was that Mr Choudhury prompted the attendants to speak out and face the problem, whether it is a vacuum failure or a shortage of supplies. This participatory culture reflected the ASET (2017) focus on experiential learning in terms of engagement. I also got to know that positive communication enhances confidence and cooperation, which is similar to Johnston et al. (2012), who also said that effective service operations rely on cooperation between the staff.

[bookmark: _Toc213266289]Action Plan
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[bookmark: _Toc213266290]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc213266291]Management Styles
In Acorn Lodge Gatwick, I observed that Mr Choudhury used a participative leadership style for the majority of his time. He would frequent consultations in the scheduling or cleaning priority set-ups, which made the attendants feel their ownership. This is a democratic leadership style, which I realised is highly motivating and minimises turnover as an outcome of the module Management and Organisational Behaviour (Level 5) (Fallon and Rutherford, 2010).
Nevertheless, when faced with an emergency scenario, such as a last-minute group booking or a guest complaint, he was more autocratic and gave direct instructions. I noticed this when one of the guests at Room 104 complained that towels had not been given to him; he told the immediate attendant to do exactly what he was instructing him to do without further argument on his side. This two-fold philosophy was reminiscent of the Situational Leadership Theory by Hersey and Blanchard, which emphasises flexibility depending on the maturity of the team. I considered this to be a good strategy in keeping control and morale.
Additionally, Health & Safety Compliance as well as cultural and teamwork analysis have been added in the appendix section. 
[bookmark: _Toc213266292]Marketing & Guest Experience
The best marketing tool that a hotel such as Acorn Lodge would have is cleanliness. During my learning in Hospitality and Guest Services (Level 4), I realised that the perception of the brand directly depends on the quality of service offered. I witnessed guests snapping photos of neat rooms as a review on Google, and some real-time marketing advantages. Mr Choudhury used to say that a clean room is a silent advertisement. In the first instance, one of the guests praised the fresh smell and clean shower in one of the TripAdvisor reviews, which the hotel later shared on its Facebook page. This supported the argument by Vallen and Vallen (2014), who argue that guest experiences contribute to word-of-mouth marketing, particularly when it comes to independent properties.
[bookmark: _Toc213266293]Section 3: Guest Service Improvement Plan
[bookmark: _Toc213266294]Identified Issue
One of the challenges that kept on reoccurring in our department was the problem of delays in room turnover, especially during the peak turnover times, especially on Friday afternoons, when the business travellers were checking out and the weekend guests were arriving. This problem at times led to visitors having to wait in the lobby, hence straining housekeeping and the front office. However, the operational lags are, to a certain degree, enough to influence general understanding of the quality of hotels, as it is claimed by Casado (2012). Johnston et al. (2012) also observe service efficiency as the main aspect of how a guest will be felt by the first impression. The solution to this problem will be aligned with that given by Rughubalan (2009), who proposes to synchronise the housekeeping and front-office communication to avoid delays in serving customers.
[bookmark: _Toc213266295]Three-Step Improvement Plan
[bookmark: _Toc213266296]Present Digital Room Tracking Sheet:
Stop updating room status with a manual sheet (e.g., Excel) in front of the housekeeping and the reception. This will guarantee real-time updates and less communication lag (Bardi, 2010).
[bookmark: _Toc213266297]Introduce a Ready-First Protocol:
Cleaning rooms that have guests checking in earlier should be prioritised, according to the data on the arrival of guests. Such a sequence of steps is in line with Fallon and Rutherford (2010), who believe in prioritisation of tasks as one of the keys to efficiency.
[bookmark: _Toc213266298]Establish an interdepartmental WhatsApp Group:
The front office can communicate in real-time with the housekeeping through a group chat that can instantly inform whether the room is done or checked out, so that it can be assigned to the guests arriving immediately. This small change of operations encourages teamwork and quick recovery of the service (Vallen & Vallen, 2014).
[bookmark: _Toc213266299]Conclusion
Considering my placement using the Gibbs reflective model has helped me to have deeper insights into leadership, operational management, and guest satisfaction. I have attained the three learning outcomes, which include feeling confident in delegation processes, decision-making when facing pressure, and finding a practical service improvement plan. This experience added to the fact that good housekeeping leadership does not lie only in monitoring the upkeep, but encouragement of people to make guests comfortable through teamwork and trust. In the future, I aim to strengthen my initiative and leadership skills through structured personal development.
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[bookmark: _Toc213266301]Appendix 
[bookmark: _Toc213266302]Health & Safety Compliance
Acorn Lodge Gatwick had good standards of safety. I received training of how to manage cleaning chemicals as per the COSHH (Control of Substances Hazardous to Health) rules. There were labelled spray bottles that were carried by each cleaner, as well as gloves and masks. There were safety signs available in places where there were wet floors and a regular check under fire alarm was done. These processes were in line with the guidelines in the Health and Safety at Work Act 1974 and QAA (2018). Bardi (2010) emphasized that safety training, which is organized, nurtures the welfare of the workers as well as guaranteed guests, which is evident in the department that I work.
[bookmark: _Toc213266303]Culture & Teamwork
It was a culturally diverse team with the consisting of the attendants of Poland, Romania, and Bangladesh. At first, there were some limited cases of confusion due to language barriers especially when changing the shifts very fast. Mr. Choudhury patiently motivated us to speak simple English and provided visual task sheets so that we were clear. This minor change made the communication much better. Personnel Resourcing and Development (Level 5) module allowed me to realise that cultural inclusivity is an aspect that promotes teamwork and eliminates conflict, as observed by Wood (2013), who stated that the positive workplace culture motivates employees.
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Action Item

Goal/Benefit

Take a Leadership and People

Management course.

To polish delegation and communication skills.

Shadow other departments of
the hotel.

To see how they coordinated with each other.

Keep a self-reflective journal.

To be able to undertake self-assessment consistently with
regard to leadership behaviour and decision-making (Hagg,

2013).
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