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1 [bookmark: _3dwor7bad47t]Introduction
The report reflects on the practices and services of the housekeeping department at the Holiday Inn hotel in Sunderland. Housekeeping plays an integral part in the hotel management to offer a smoother system for the success of room and guests’ services (Walker, 2021). The management team of the housekeeping department is responsible for activities such as room services, guests’ management, and support of the customers during their stays. I am Shila and my supervisor was Joanna under who I had worked throughout the placement. There I found a helpful colleague, Hasna Kolpona who helped me in learning and understanding the practices. It seems helpful for shaping the organisational culture and overall workforce capabilities in the hotel industry. Therefore, the report describes my 10-week placement in the department of housekeeping at Holiday Inn Sunderland, where I gained greater knowledge of using strategic management practices. The experience has enhanced the understanding towards guests’ satisfaction, use of management policies, and a productive provision of the working environment (Hagg, 2013). Therefore, Papademetriou et al. (2023) stated that the housekeeping team works on managing everything from room services to the guest experiences, which reflects a definite role in the success of the hospitality operations.
1 [bookmark: _pmaraulosb0b]Section 1: Role Reflection 
The role reflection in the housekeeping department is examined using Gibbs’ Reflective Framework, which is applied to the services and duties of teams in Holiday Inn Hotel Sunderland, as follows:
1.1 [bookmark: _cw19ocw1a257]Description
At the time of the placement, there are different distinct experiences associated with significant learning opportunities (Wood, 2013). The involvement of housekeeping services is related to the facilitation of the room services and guests’ management, where I applied practical screening applications to manage rooms and guests. I have conducted the interviews of the guests staying in the hotel and designed orientation activities to help the team in the operations. The second experience is associated with the support that I have provided to the workplace to reduce the disagreement based on the shift allocations and application of the company rules, by mediating between the workers under the supervision of Joanna. The tasks have demonstrated the balance within the housekeeping responsibilities and changes in the interpersonal skills based on the success of effective values and system (Thoriq et al., 2024).
1.2 [bookmark: _auhq09sdhzlw]Feelings
I felt a challenging situation in providing the volume of responsibilities within the actions of housekeeping and ensuring fair management of guest services in the given time constraints. It was also difficult for me to manage interpersonal conflict of the guests and people associated with the sensitivity and impartiality for the maintenance of services where Hasna helped me as one of the superior workers. The role has also enhanced my confidence in learning about empathy and clear communication in the management of guests while their stays in the hotel.
1.3 [bookmark: _bd7ar4cjgnl0]Evaluation
I found that the housekeeping processes have brought efficiency in the team with implication of the personalised system to the on-boarding processes. I found it helpful in improving overall management of room and guest services. There is a conflict resolution for providing effective services to the rooms and fulfilment of the desires of the guests in their given time (Srivastava and Tyagi, 2024). The experiences have reinforced the importance of housekeeping in the development of effective organisational cohesion under the supervision of Joanna.
1.4 [bookmark: _6pkbyekov0v7]Analysis
I learnt that housekeeping management is the critical process for the hotels in managing employee commitment and overall performance to be delivered to the guests. It allows the development of personnel theories by exploring the modules. There are some resolutions for the application of labour regulations and consideration of the organisational behaviour strategies. Sarkar et al. (2021) elaborated that there is an ability to reduce the challenges and manage the staff relations with an indirect system. 
1.5 [bookmark: _bbdm1idrnzn]Conclusion
The reflections have applied measures to the housekeeping services by combining efficient process management and interpersonal sensitivity procedures. There is a balance between the managing demands and fostering a positive workplace where employees feel valued and motivated with the services offered to the guests upon their requests which was efficiently explained by Joanna. The use of dual focus helps enhance the operational performance and is directly effective for the guest experiences with a motivated and stable workforce system.
1.6 [bookmark: _iezl6c9atx1q]Action Plan
For the plan, there must be refinement in the housekeeping strategies with the incorporation of the tailoring system in the on-boarding services. It will help in addressing the individual needs of the guests and encourage the early engagement system. I will work to enhance the development of transparent and collaborative scheduling systems for the reduction of conflicts between guests and people working for room management and services. 
2 [bookmark: _elssz2nd3340]Section 2: Management Performance and Guest Service Analysis 
The implication of an effective and focused system characterises the management style in the housekeeping department at Holiday Inn Sunderland. The process is primarily associated with compliance and consistency management with the provision of the established system in the company policies (Rughubalan, 2009). Housekeeping department is responsible for using a practical approach for the provision of stability and fairness in the operations of guests and rooms. There are also some occasional limits associated with the opportunities for department towards using implication of innovation. The implication of the management and organisational behaviour module is to develop an understanding of housekeeping management for the integration of a more participative leadership style. It seems that improving staff engagement involves involving employees and fostering practical decision-making skills. It allows encouragement to make effective contributions for fulfilling demands and desires of the guests.
The fundamental role of housekeeping is associated with the influence of guest service and shaping efficiency in the room services with the capabilities of the entire workforce in the hotel. There is an engagement and provision of well-supported employees to ensure the delivery of attentive and personalised services (Mangco and Andales, 2023). It seems to have a positive impact on increasing guest satisfaction. On the other hand, there is a definite management style to make initiatives that potentially lead towards lower morale and diminish the service quality. Therefore, housekeeping allows leadership for balancing the policy enforcement with enhancing the inclusive and inspiring processes in the organisational culture.
3 [bookmark: _lwavua92hozr]Section 3: Guest Service Improvement Plan
To maintain efficiency in the guest service improvement, there are three significant steps:
1.7 [bookmark: _3berzosyh0ny]Promotion of Participative Leadership in Housekeeping
The implication of the training for housekeeping managers will be practical for the adaptation of the leadership practices. It seems encouraging that the staff are participating in collecting relevant feedback. There is a shift in the practices to promote ownership and innovation. There must be alignment with best practices that are helpful for making connections between inclusive leadership and gaining a higher level of guests’ satisfaction (Kalgi and Hire, 2024). For the motivation of the employees, the hotel management needs greater creativity in problem-solving skills and enhancement in the standards of guest services.
1.8 [bookmark: _dgarmyy1p2le]Personalisation of the Guest’ Services
The design of the guest’s services allows standard presentations of the incorporated mentorship. It will help in tailoring the training situation for all the individual to fulfil their roles and learning preferences in the housekeeping services. The support allows quicker development of adjustment with a more substantial commitment that will manage effective personnel development research (Casado, 2012). There must be improvements in the staff integration with a reduction in the early turnover and provision of consistent delivery of service excellence in the hotel management.
1.9 [bookmark: _zf8x9gm2i6gv]Enhancement in the Communication and Scheduling Transparency
The hotel management needs clear communication protocols with the collaborative scheduling tools for employee involvement, reduction in misunderstandings, and increased flexibility in the services of housekeeping. The organisational culture theory is applied to develop openness and transparency as significant drivers of employee satisfaction while fulfilling the guests’ requests (Sarkar et al., 2021). The process will help in decreasing workplace conflicts, improving the quality of teams, and providing smoother hotel operations, which positively impact guest satisfaction.
4 [bookmark: _udvwhlirm5vs]Conclusion 
It has been concluded that the placement in the housekeeping department at Holiday Inn Sunderland has provided me with the extensive influence that housekeeping services which are associated with the changes in the organisational culture and employee experiences. There are differences in managing the foundational to exceptional guest services. The reflective process has provided details on the administrative duties where the management needs effective cultivation of engagement and solutions to the workplace challenges for the implication of a motivated workforce. There are a larger number of benefits associated with participative leadership. It has been seen that the personalised actions of the room services which allow transparent communication to gain success in the industry. Therefore, it has been seen that the learnings have developed practical commitment for making advancement in the practices in hospitality features, which are ultimately supporting the reputation and overall guest satisfaction in the hotel’s services. 
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