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Introduction
On my placement at DoubleTree by Hilton Southampton, I started in the Housekeeping department. Although it is not often visible to guests, it is a significant aspect of their overall experience during their stay. The team consisted of one manager and three supervisors, who worked in rotation. My objective was to gain a better understanding of how things work in a four-star hotel, specifically in terms of housekeeping. I wanted to see how they manage the rooms each day, how tasks are shared out, and where things could be done differently to help the team and make the service smoother.

Section 1: Role Reflection
To reflect on my work within the Housekeeping department, I applied Gibbs' Reflective Cycle. This framework helped me structure my thoughts through six stages: description, feelings, evaluation, analysis, conclusion, and action plan. It allowed me to reflect clearly on what happened during the placement and how I handled various situations.
1. Description (What Happened?):
As a housekeeping assistant, I was responsible for room cleaning, arranging VIP guest amenities, reporting any maintenance issues, and assisting supervisors in preparing the daily room allocation sheets. I supported supervisors in sorting out room readiness issues and followed updates through the Snapfix app and internal phones. I gradually understood the department’s colour system for rooms: pink for departures, green for vacant rooms, and unmarked for stayovers, which helped me prioritise tasks. I improved at following daily instructions and became more confident working with the laundry team. The fast-paced work and unexpected issues, such as guest requests or delays, taught me to respond quickly and adjust my workflow throughout the day.
2. Feelings (What was I thinking and feeling?):
Throughout the placement, I observed several key skills in supervisors that shaped my understanding of their role. Their leadership style stood out, particularly in the way they delegated tasks while also stepping in to provide direct assistance when needed. This approach appeared to boost morale and increase team productivity (Pratiwi et al., 2024). Communication mostly happened through in-line phones, emails, or Snapfix; however, occasional oversights did occur.  These gaps highlighted the importance of effective communication systems in a team setting (Wibowo, 2005). One situation that really impressed me was when an air conditioning unit started leaking. The supervisor reacted quickly: she marked the room as out of order and called maintenance straight away. It was sorted before check-in, which avoided a complaint. That moment stood out because it demonstrated how quickly decisions and implications can make a significant difference (Jin et al., 2019).
3. Evaluation (What was good or bad about the experience?):
There were several moments where the supervisors’ leadership made a visible difference. During a laundry delay, one supervisor rearranged the plan and delivered towels herself to speed up the process. On another day, she joined in with room cleaning when we were short-staffed. I also recall a team huddle where a room status error was discussed and resolved quickly, preventing a guest complaint at reception.
4. Analysis (What sense can I make of the situation?):
I handled communication and unexpected changes well, but I struggled with managing my time on busy days. I relied too heavily on supervisors instead of making quick decisions, and I was slow to ask for help when the workload became too much.
5. Conclusion (What else could you have done ?):
Looking back, I see I could have made quicker decisions and asked for support earlier. Watching the supervisors helped me understand how good leadership balances direct action with clear delegation.
6. Action Plan (If it occurs again, what would you do?):
To improve, I will participate in a time management workshop (Haag, 2012), shadow experienced staff to gain more confidence in decision-making, and revisit management theory from my course to build a stronger understanding of leadership (Johnston et al., 2012).



Section 2: Management Performance and Guest Service Analysis
Management Styles
During my placement in housekeeping, I noticed that supervisors worked in a way that felt encouraging and hands-on. Some days were intense, but they still made time to check in with everyone. A few brought in pizza or gave small compliments that made the shift a bit easier. 
This reminded me of leadership theories we discussed in Management and Organisational Behaviour, especially relationship-based leadership. I thought of models like Leader-Member Exchange (LMX) and Relational Leadership Theory, which focus on trust, two-way respect, and daily interaction, rather than control or authority alone (Graen and Uhl-Bien, 1995; Uhl-Bien, 2006). Craig Poole’s approach in the documentary “Follow Me, and I Will Be Right Behind You” reflected this, too. His approach to leadership felt inclusive, centred on presence, listening, and connection. It demonstrated how those theories can manifest in real-life situations (Poole, 2022).
Health and Safety Compliance
There were strict routines around safety. All the chemicals had colour-coded pumps, so you would not get them mixed up. We all received COSHH training, which I recall was in line with the recommendations of QAA (2018) and ASET (2017). Storage areas were organised, not just to be efficient, but to help avoid accidents. Tools were easily accessible, which saved time. A surprise health and safety audit took place while I was there. The feedback was minor, nothing serious, which showed how used the team was to following the proper steps. This aligns with what we learned about how training relates to long-term safety (Barghouth et al., 2024).
Culture and Teamwork
The environment was supportive. Staff members came from diverse cultural backgrounds, and they respected each other’s ways of doing things. There was space to speak your mind. Even though roles were different, everyone’s job felt valued. Hofstede’s framework came to mind here, especially the ideas of low power distance and group-minded working. Staff often shared thoughts during shift changeovers, and I noticed a few suggestions were taken on (Jha, 2004). Celebrating holidays also helped build a sense of connection among team members. I believe that this type of atmosphere improves how people feel at work and probably makes the guest experience better as well.
Marketing and Guest Experience
Housekeeping links to several parts of the 7Ps model. Rooms are the product. Staff, even if they do not interact much with guests, still influence impressions. Room appearance counts as physical evidence. I remembered Rutherford et al. (2006) described housekeeping as behind-the-scenes but central. The VIP setups were still done manually, which felt outdated. Switching to a digital system could save time and allow staff to track guest preferences more easily (Thoriq et al., 2024).






Section 3: Guest Service Improvement Plan
Identified Issue
One issue that frequently arose during my placement was the malfunctioning of the laundry system. When the machines stopped working, the linen did not come out on time. That meant rooms could not be turned around properly, so guests had to wait. This caused stress not just for housekeeping but also for front desk staff who had to explain the delay.
Laundry delays slow down room preparation and reduce the overall quality of service. Jones (2007) explains that a functioning laundry system is essential for housekeeping to run smoothly. Toriq et al. (2024) also link service delays to unhappy guests and lower staff morale. I could see this happening, people got frustrated, and it disrupted the flow of the shift.
Improvement Plan
      1.	Replace old machines with newer ones that can wash and dry more quickly, and in larger loads. This would avoid long wait times. Johnston et al. (2012) suggest equipment upgrades as part of better service systems.
      2.	Use outside laundry companies during busy periods. This takes the pressure off the internal team. It keeps things moving and rooms on track. ASET (2017) mentions this type of backup support as useful during periods of high demand.
      3.	RFID systems could be added to follow the linen stock more clearly. This helps avoid mistakes and speeds up the ordering process. Thoriq et al. (2024) explain this approach as a smart way to handle resources in modern hotels.


Conclusion
This placement gave me a clearer view of how housekeeping actually works on a day to day level. It showed me how leadership and teamwork affect not only staff performance but also guest satisfaction. I was also able to identify real issues, such as laundry delays, and consider ways to address them. Ultimately, I met all my learning objectives. I saw how the theory connects to real tasks in a hotel setting.
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