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Introduction
When I started my placement at DoubleTree by Hilton Southampton, I was also assigned to the Housekeeping department. Housekeeping left a strong impression on me. Maybe it was the pace, or just how many things had to go right behind the scenes for guests to have a smooth stay. The team performed a range of tasks, including cleaning rooms and handling linens, as well as updating maintenance reports and verifying standards. Roles ranged from attendants to supervisors, with the Housekeeping Manager overseeing the entire operation. What impressed me was how this work, often invisible to guests, could make or break their experience.
I set myself three learning objectives:
   1.  To understand the role of supervision and leadership in a high-turnover service department.
   2.  To apply academic theory to identify and resolve real-time guest service issues.
   3.  To evaluate how communication, health and safety, and team culture influence both operations and guest outcomes.

Section 1: Role Reflection
To reflect on my experience in this department, I used Gibbs' Reflective Cycle (1988), which encourages a deeper analysis of not only what happened, but how it felt, what went well, and what can be improved. The phases o the model helped me interpret the routine and unexpected parts of my placement more meaningfully.

My Role
I spent the majority of my time shadowing the floor supervisor, which allowed me to observe and contribute to various operational activities. I assisted with room checks, prepared VIP guest setups, and updated records in the OnQ system. I also participated in morning briefings and evening handovers, which helped me understand how information was communicated between shifts. I observed that even minor miscommunications could have a domino effect across departments, as Wibowo (2005) highlights as a frequent pressure point in hotel operations.

Key Skills
The supervisors employed a servant leadership approach (Fallon & Rutherford, 2010), stepping in during busy periods to guide the team through action, rather than just instruction. This made a noticeable difference in team morale and responsiveness, particularly when handling last-minute guest requests or unexpected delays. This aligns with what Narendratama and Wijoyo (2025) describe as leadership that fosters accountability and engagement, ultimately enhancing service outcomes.
Communication within the team was primarily conducted through OnQ, which enabled real-time updates on room status and flagged any maintenance issues. This level of tech-supported collaboration is something Cunha (2024) identifies as central to delivering smooth, guest-facing service.
Examples Observed
   1.  One afternoon, with occupancy nearing 90%, the supervisor reassigned staff from lower-priority areas to speed up room turnover for early arrivals. The result was a smoother guest check-in process. This type of quick thinking reflects the “responsiveness” dimension within the SERVQUAL model, which is key to perceived service quality (Septiany et al., 2024).
   2.  On another shift, a room that was undergoing maintenance was mistakenly marked as ready and assigned to a guest. The situation necessitated a recovery response, underscoring the importance of timely communication and accurate system updates.

Self-Evaluation
I felt confident when it came to checking OnQ entries and identifying inconsistencies in room statuses. However, I realised that under pressure, I was less decisive than I would have liked to be. Quick, on-the-spot decisions are often required in the hospitality industry, and even momentary hesitation can significantly impact service delivery.

Action Plan
To grow in this area, I intend to:
   1.  Take a certified course focused on conflict resolution and rapid decision-making, as recommended by ASET (2024).
   2.  Ask for opportunities in future placements to shadow supervisors during high-pressure periods.
   3.  Seek regular feedback from mentors and peers on how I manage stress and communicate within a team.
This development plan should help me gain confidence in decision-making while also reinforcing the link between operational priorities and guest expectations.


Section 2: Management Performance and Guest Service Analysis
Management Style
The leadership style within the department leaned toward task-oriented management. Supervisors and the Housekeeping Manager focused on meeting daily targets, including cleanliness standards, linen availability, and timing. This aligns with the transactional leadership model discussed in our Management and Organisational Behaviour module, where performance benchmarks take precedence (Johnston et al., 2012). While effective in driving short-term outcomes, literature suggests that transformational leadership tends to support higher levels of service quality over time (Narendratama & Wijoyo, 2025).

Health and Safety Compliance
Safety was taken seriously. Staff followed colour-coded cloth procedures, used PPE correctly, and received ladder safety training. These measures align with QAA (2018) industry standards and the guidance outlined by Fallon and Rutherford (2010). The ladder protocol in particular felt forward-thinking and aligned with future trends in risk management for hotel housekeeping (Thoriq et al., 2024).

Culture and Teamwork
There was a strong collaborative atmosphere. Formal meetings and casual check-ins kept communication open. Reflecting on my Personnel Resourcing and Development module, I viewed this as a workplace characterised by low Power Distance and high Collectivism, drawing from Hofstede’s Cultural Dimensions. This approach allowed faster decision-making and fostered a more cohesive team dynamic.
Working with a multilingual team meant that cultural sensitivity was important. Concepts like ethnocentrism and cultural relativism, explored by Martin & Nakayama, helped me frame interactions thoughtfully and avoid misunderstandings. This aligns with Giovanni et al. (2022), who underline the importance of positive interdepartmental relationships in enhancing service reliability.

Marketing and Guest Experience
There were times when strong marketing did not match the actual delivery. Room quality was well-promoted, but occasionally let down by late check-ins or unclean rooms. Drawing on the 7Ps model from our Marketing Essentials module, “People” and “Process” stood out. While staff were polite and motivated, procedural issues disrupted the guest experience.
Although the hotel used the DRIP model (Differentiate, Reinforce, Inform, Persuade) in its promotions, these efforts were undermined if delays occurred. This disconnect between brand messaging and operational reality echoes the guest dissatisfaction patterns discussed by Mchigani et al. (2019).


Section 3: Guest Service Improvement Plan
Key Issue Identified
One issue that came up repeatedly during my placement was the delay in preparing rooms for arriving guests. In most cases, this was due to either poor communication between Housekeeping and Reception or outstanding maintenance jobs that had not been flagged or resolved in a timely manner. As a result, guests were sometimes checked into rooms that were not ready, which understandably led to complaints. On more than one occasion, this meant the hotel had to offer compensation, such as complimentary breakfasts or room upgrades.
Casado (2012) underlines that real-time information sharing is essential for maintaining smooth operations. Similarly, Fouad et al. (2016) confirm that timely room readiness is one of the most critical aspects of guest satisfaction. When updates are missed or not recorded correctly, staff end up repeating tasks or managing avoidable issues, which puts extra strain on the team and impacts service efficiency (Wibowo, 2005).


Improvement Plan
To address the delays more effectively, the priority should be giving housekeeping staff access to mobile checklists that feed directly into OnQ. When a room is completed, the status updates immediately, helping everyone stay on the same page and avoid confusion. A second step would be setting up a visible maintenance dashboard that the Reception and Housekeeping teams can monitor. This would allow staff to flag rooms that are almost ready but still need minor repairs so that they can be prioritised accordingly. Lastly, retraining the team on the standard operating procedures (especially when it comes to updating room statuses and reporting issues) could make a real difference. Supervisors taking full responsibility for final room checks would help reduce the risk of premature releases. These steps align with ASET’s (2024) recommendations for improving operational flow through better coordination and increased transparency in accountability.

Conclusion
This placement provided me with a clearer understanding of how leadership, communication, and teamwork directly impact guest satisfaction and hotel performance. I met all three of my learning objectives:
   1.  I observed and reflected on supervisory practices in a fast-paced department.
   2.  I connected classroom theory with practical issues, such as system updates and service timing.
   3.  I explored how workplace culture, safety practices, and communication affect the team and the guest experience.
Looking ahead, I aim to improve my confidence in making quick decisions and deepen my understanding of how integrated systems can drive service excellence. This experience has laid the groundwork for my continued growth in my career, personal life and/or as a hospitality professional.
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