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[bookmark: _Toc200676437][bookmark: _Hlk199888988][bookmark: _Hlk199889543]Introduction
My 10-week placement at Novotel Milton Keynes allowed me to work within the Housekeeping Department and to experience how efficiency within a department, management practice, and teamwork efforts allow delivering excellent service. Novotel Milton Keynes provides services to the leisure and business travelers and their facilities include 24 hours room access, family friendly services, eco-friendly activities and flexible housekeeping. Housekeeping department is very important as it determines the guest experience in terms of cleanliness, hygiene and order in rooms and other common areas. This position was similar to best practice guidelines work-based learning, as described by ASET (2017), which facilitated valuable interactions with actual work-related activities within a professional setting.
I had three learning targets whilst on this placement, which were to gain insight into the managerial decision-making process with regard housekeeping operations, to investigate how team members cope with pressure when delivering services during peak guest turnover times, and to apply the academic theory learnt on modules like Management & Organisational Behaviour and Hospitality & Guest Services to the practical hospitality environment.
[bookmark: _Toc200676438]Section 1: Role Reflection 
[bookmark: _Toc200676439]Gibbs’ Reflective Cycle, 1988
I followed Gibbs Reflective Cycle (1988) as a guided way of reflecting upon my practice experiences. This model entails six steps, which are description, feelings, evaluation, analysis, conclusion, and action plan. It enabled me to reflect critically on my personal growth, learning in my profession, and experiences of operations (Hagg, 2013).
[bookmark: _Toc200676440]Description
I worked in the Housekeeping Department, where I had to assist in checking the room statuses, update the communication log, and prepare the guest rooms whenever there is a new arrival. I followed the Floor Supervisor, who organized housekeeping attendants, assigned section of the rooms, checked the cleaning quality, and managed cleaning requests of guests. I was to stock trolleys, respond to urgent guest room requests as well as report maintenance issues.
[bookmark: _Toc200676441]Feelings
First, I was overwhelmed by the rapid environment especially when room turnovers needed to be accomplished within strict deadlines when there were several of them. I also felt anxious about doing incorrect room inspections or not achieving hygiene expectations. Nonetheless, I got confident with the help of the supervisor and the team. In the long run, I liked the fact that I was able to contribute to the efficiency of services and the way guest satisfaction grew as the result of our teamwork. 
[bookmark: _Toc200676442]Evaluation
An illustration of a good team work was a high turnover weekend whereby the supervisor was able to re-deploy the staffs dynamically to focus on VIP rooms. Flexibility and calmness were unfading. Conversely, a misunderstanding in one morning shift occurred because of the failure to assign sections clearly resulting in the duplication of cleaning rooms and late room availability. This caused me to acknowledge the crucial importance of clear delegation and real-time updates to daily operations (Walker, 2021).
[bookmark: _Toc200676443]Analysis
Supervisory skills that I was able to observe are emotional intelligence, task delegation and conflict resolving. According to Fallon and Rutherford (2010) housekeeping supervisors have to maintain a balance between the speed of operations and guest privacy and service quality. I identified the ability to remain professional in a pressuring situation as my main strength, whereas I had to work on my foresight in workflow problems and proactive problem-solving. My studies corresponded with Chan et al. (2022), who state that emotional leadership and coaching play an essential role in hospitality supervision.
[bookmark: _Toc200676444]Conclusion
Successful housekeeping leaders are flexible, friendly, and attentive to the needs of guests and the behavior within the team. The greatest bosses do not ask others to do what they are not prepared to do themselves, and their compassionate attitude has a direct effect on the team spirit and the quality of the services provided. Placement helped me to appreciate even little things like recognition of team members and equal workload. 
[bookmark: _Toc200676445]Action Plan
	Action
	Task
	Timeline

	Observe morning briefings.
	Attend meetings every day to know the allocation of tasks and group objectives 
	Week 1–2

	Join inventory and quality checks.
	Help in room inspections and linen stocks checks.
	Week 3–4

	Attend health and safety session. 
	Become familiar with COSHH, PPE, and report of hazards.
	Week 2–6

	Request performance reviews. 
	Request weekly feedback with the supervisor.
	Ongoing weekly



[bookmark: _Toc200676446]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200676447]Type of management
The management style of the Floor Supervisor was democratic, engaged the staff in the daily planning of tasks and decision-making. The use of this approach contributes to motivation and accountability (Robbins and Judge, 2019, according to the Management & Organisational Behaviour module). I observed that including staff in solutions (e.g., how to prioritise cleaning for early check-ins) positively impacted workflow and morale.
[bookmark: _Toc200676448]Compliance Health and Safety
The department followed the legislation in the UK such as COSHH and Health and Safety at Work Act 1974. I noted that slip checks, chemical labelling and PPE use were performed regularly. These standards were reinforced through training by supervisors. Such compliance, as Walker (2021) remarks, plays a vital role in the process of workplace injury prevention and safeguarding the staff and guests.
[bookmark: _Toc200676449]Teamwork and culture
The culture of the organization at Novotel was conducive and supportive inclusive in nature which aligned with the values learned in Personnel Resourcing & Development. The multicultural staff communicated freely, mostly using several languages, to organize work. That is consistent with the cultural dimension by Hofstede and the significance of cultural awareness regarding hospitality (Vallen and Vallen, 2014). Team briefings fostered knowledge and cultural holidays and shift flexibility wellbeing.
[bookmark: _Toc200676450]Marketing and Guest Experience
Housekeeping has direct effect on brand image and satisfaction. The reviews by the guests rely heavily on cleanliness. The staff employed the internal requirements of Novotel service promises to surpass anticipation, such as leaving hand-written notes to frequent guests. Hospitality & Guest Services states that emotional connection is a loyalty booster (Liu et al., 2020). My supervisor supported the idea of the “final touches” which augmented the guest experience.
[bookmark: _Toc200676451]Section 3: Guest Service Enhancement Plan
[bookmark: _Toc200676452]Diagnosed Problem: Room Readiness Delays
Among the issues that kept reoccurring was room preparedness that was slow at certain times of the day when there was a high check-in. The scholarly evidence indicates that housekeeping bottlenecks decrease the guest trust and put additional pressure on the front deck (Birimoglu and Begen, 2021). 
[bookmark: _Toc200676453]Justification
This problem affects the experience of the guests, in particular, those who arrive early. It is stated that room readiness is critical to operational performance and guest retention when it comes to timeliness (Wood and Brotherton 2020). The issue of delays also impacts on the morale of the staff as well as creating friction between departments.
[bookmark: _Toc200676454]Three-Step Improvement Plan
	Step
	Description
	Best Practice Alignment
	Anticipated Impact

	1. 
	Implement floor plans by colour in assigning rooms.
	Improves task understanding.
	Minimises overlaps and misunderstandings.

	2. 
	Track room status updates via use of real time mobile app. 
	In line with technology-oriented guest service.
	Enhances internal communications and accelerates preparedness.

	3. 
	Carry out role-play training to be ready during the peaks. 
	Encourages anticipatory service.
	Enhances readiness and minimizes service requests



[bookmark: _Toc200676455]Conclusion
The experience in the Housekeeping Department at Novotel Milton Keynes allowed me to relate academic theory to practice. Two out of three of my learning goals were successful: I got great insights into the managerial practice and the way of how the staff copes with the demands of the guests, yet I still have to learn more about the application of the theoretical knowledge in stressful situations. Application of the Gibbs model promoted a structured learning and academic connections relating management, culture and marketing allowed me to better understand the significance of leadership, communication and emotional intelligence. The approach to correct the delay in room readiness using team training, digital solutions, and appropriate distribution of roles and responsibilities would help satisfy the guests and improve the departmental performance. I will ensure that I use these lessons in future in my hospitality management activities.
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