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Personal Reflection – Housekeeping Management
During my time at the Best Western White House Hotel, a midscale city hotel with a strong focus on core hospitality functions. While it is not a luxury property, the hotel still caters to a wide mix of business travellers and short-stay guests. I worked in the housekeeping department, which handles 57 guest rooms, providing daily cleaning, linen services, and basic maintenance support.
My initial learning objectives were straightforward: first, I wanted to understand how housekeeping teams are structured and led in a real-world hotel; second, I hoped to understand how cleanliness and attention to detail influence guest satisfaction; finally, I wanted to assess how cultural awareness and teamwork play out in a diverse workforce.

Role Reflection 
I used Gibbs Reflective Cycle (1988) as my model to structure this section since it encourages reflection across six phases — description, feelings, evaluation, analysis, conclusion, and action plan — which suited my learning process well.
At Best Western, I worked as a housekeeping supervisor under the supervision of the general manager and housekeeping duty manager. I firstly started the shift preparing a list of vacant rooms for the day and allocated it to the housekeeping team on their arrival, I performed daily inspections of the rooms after the guest checks out and after the housekeeping team had completed their rounds. 
 The housekeeping manager followed a transactional style of leadership — tasks were assigned clearly, and outcomes were monitored closely. a checklist system was used, and feedback was given directly after room inspections. I saw this work well when a new team member struggled to meet the hotel cleaning time scale required and hotel cleanliness standards. There was no telling off or disappointment but instead, they were taken aside after rounds, given a short demo, and was encouraged to try again. The improvement was visible by their next shift.
Communication and teamwork played a strong role I also noticed smooth coordination between housekeeping and maintenance.
Problem-solving and decision-making varied depending on the staff involved. one of the rooms had a strong chemical smell after carpet cleaning. As the supervisor it was my responsibility to quickly swap it with a clean, vacant room before the guest arrived, avoiding a problem. However, it was not logged, which created confusion at reception. That showed me how quick fixes needed to be followed-through.
I realised I am attentive to detail and good at noticing things like dusty corners, missing items, or misplaced remote controls. However, I still need to build confidence when communicating issues upwards, especially if they involve other departments. I also noticed I hesitate when conflict arises, even over simple issues like room status miscommunication.
[bookmark: _Int_uka9MAT5]My short-term goal is to improve my assertiveness and communication under pressure. I plan to do this by role-playing scenarios with peers and asking for feedback. In the long term, I aim to learn more about digital housekeeping systems like HotSOS or Opera to understand how technology can improve inter-departmental workflows. I also want to shadow managers with different leadership styles to learn adaptive techniques.

Management Performance and Guest Service Analysis
The manager leaned towards transactional leadership — they provided clear rules and monitored compliance. It kept things efficient but sometimes made the team feel restricted. From my Level 5 Management and Organisational Behaviour module, I learned that while transactional leadership can be effective in structured settings (Northouse, 2016), overuse can lead to low motivation. Best Western followed basic health and safety norms, but I noticed inconsistencies. For example, PPE like gloves and masks were not always used when handling harsh chemicals. According to UK COSHH regulations (HSE, 2023), employers must ensure staff understand chemical hazards, not just post safety posters. the team was small and multilingual. Most team members were from Eastern Europe or South Asia. Misunderstandings often come from tone and translation. Once, a duty manager raised her voice to emphasise urgency, but a colleague mistook it as anger. That reminded me of my Level 5 module on Personnel Resourcing and Development, which focused on inclusive team practices. Gui et al. (2020) explain that multicultural teams need not just language support but empathy and shared norms.
marketing was not very visible inside the hotel. There were no in-room messages or tent cards promoting additional services. From my Level 4 Marketing Essentials module, I remember how even mid-range hotels can drive up ancillary revenue through subtle in-room marketing. QR codes were used for feedback, and breakfast offers — all in a discreet and useful way. It created touchpoints that improved the guest's journey. This aligns with Lovelock and Wirtz’s (2016) service marketing model, which emphasises the importance of communication in shaping expectations.
Guest Service Improvement Plan
At Best Western, the biggest guest service issue I observed was inconsistency in room readiness, especially late check-ins where rooms were not always ready at 2pm despite earlier requests. This created guest frustration, especially for business travellers on tight schedules.
Cleanliness and timeliness are basic expectations. A study by Chi and Qu (2017) found that delays in check-in significantly reduce satisfaction scores, especially when the delay affects perceived cleanliness or comfort. When guests wait for a room, their first impression is already negative.
Three-Step Improvement Plan
1. Operational Change: Implement a real-time housekeeping tracking system. Even a basic Excel-linked mobile system could help team leaders update room status instantly. This avoids double-checking at the front desk.
2. Training: Create a 20-minute daily alignment session between the front desk and housekeeping to prioritise early arrivals. This includes printing the early check-in request list and assigning rooms first.
3. Monitoring and Feedback: Conduct a weekly audit of check-in delays, track reasons, and assign corrective actions. Also, offer feedback incentives — for example, small rewards for weeks where 95% of rooms were ready before the deadline.
This plan aligns with practices recommended by Baker and Huyton (2021), who argue that even small hotels benefit from simplified PMS integration and task transparency.
Conclusion
Looking back, I did meet all three of my learning objectives. I gained clarity on how housekeeping is structured, saw the direct link between attention to detail and guest satisfaction, and observed how leadership and culture shape daily work which helped me understand the management style and how even small touches — like clearer communication or real-time updates — can make a significant difference. My time in this department helped me shift from seeing housekeeping as a background process to understanding it as a key pillar of guest service and hotel reputation.
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