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Introduction 
My placement took place at the Hilton Garden Inn Doncaster Racecourse, an international hotel chain where the emphasis on impeccable service is constant. I was assigned to the housekeeping department, one of the most demanding, but also essential components of hotel operations. 
Housekeeping is not just about cleanliness — it’s about meeting rigorous standards, organization, attention to detail, and the ability to silently support the entire guest experience (Batinić, 2015).
On the first day of the placement, the briefing took place in a modest but energetic room. The supervisor presented the distribution of rooms, mentioning special events and VIP requests. For me, everything was new: the room codes, the technical terms, the speed with which decisions were made.
 I chose Housekeeping because I wanted to understand how customer satisfaction is built. Here, everything must be perfect before a guest walk in — no mistakes, no delays, no compromises.
 At the beginning of this internship, I set myself three personal learning objectives: 
1. To understand the daily processes and operations of Housekeeping and the responsibilities involved in ensuring a quality service. 
2. To develop essential communication and collaboration skills, to learn to function as a team in a multicultural and fast-paced environment. (GLOBE Project, 2020) 
3. To observe and analyze the leadership styles practiced in the department and how they influence the efficiency of the team, but also the morale of its members.
 Section 1: Role Reflection 
For this reflection I chose Gibbs' model (1988), which helped me analyze not only what happened, but also how I felt, what I learned and how I can evolve further.
 Description:
 My role in the housekeeping department was to learn how to allocate rooms based on staff availability, perform final checks to ensure cleanliness standards were met, support the team in preparing rooms for guests, replenish supplies, check linens, and maintain cleanliness of common areas.
 I worked under the coordination of a housekeeper coordinator and the department supervisor, who delegated tasks to me daily based on the rooms in the check-out process. 
One of the most intense days was when the occupancy rate was at its maximum and only half of the staff was available. That day, I was involved in the room prioritization process, and I understood for the first time how important logistics are in Housekeeping. Rooms for early check-in were at the top of the list, and those for special events were checked twice. It was a challenge to keep up, but also a lesson in balance and adaptability.
 Feelings:
 At first, I felt overwhelmed by the fast pace and the fact that I had to meet high standards, but with the support of the team I started to feel more confident. The constant communication helped me learn quickly. Everything seemed like organized chaos: full trolleys, room reports, rapid exchanges of information (Brody, 2016).
 My colleagues from Romania and Poland supported me in the first days, calmly explaining to me where the consumables are kept, how to fold towels or how to differentiate between clean and changeable linen. 
Evaluation: 
A moment when I really felt part of the team was when I collaborated with a colleague to prepare a VIP room in a very short time. Each of us knew what to do, we worked in silence and perfect synchronization, and when the supervisor did the final check, he had no observations. It was a success that gave me confidence.
 On the other hand, on a less successful day, I didn’t understand an instruction related to a “deep cleaning” and I was late in handing over my room.
 The reception had to postpone the check-in by 20 minutes, and I felt guilty, although no one scolded me.
 Analysis:
 I realized how important clear communication, active listening, and prioritizing tasks are in a dynamic environment like Housekeeping. Every day, the information flow between the supervisor, team, and reception had to be fast and unambiguous for the results to be in line with customer expectations. I noticed that the leadership style practiced a collaborative and empathetic one positively influenced the working atmosphere. 
The supervisor didn’t just assign tasks but took the time to explain the reasoning behind the decisions, motivate, and correct without a punitive tone. In such an environment, I had the courage to ask, ask for help, and learn from mistakes without fear of being judged. 
This approach reflects transformational leadership, in which leaders model behaviors through trust, guidance and constant support, thus contributing to professional and personal development. team members (Michel, 2020).
 Conclusion:
 Among my strengths I identified attention to detail, compliance with hygiene rules and openness to learning. As weaknesses: time management in complex rooms and hesitation to ask for help immediately.
 Action plan: 
For the future, I want to participate in a time management course, continue to observe more experienced colleagues and ask for constant feedback. I set out to develop self-confidence to ask for clarification without fear. 
Section 2: Management Performance & Guest Service Analysis Management styles
The department manager applied a democratic but firm style. I observed elements of Hersey and Blanchard's theory of situational leadership, adapting the approach according to the experience of the employees (Mullins, 2016). 
The leader demonstrated empathy and listening, which increased motivation. This was like what I studied in Management & Organisational Behaviour, where I learned that a flexible leadership style increases team efficiency and morale (Michel, 2020). 
Health & Safety 
The hotel strictly followed health and safety rules. Every employee had compliant equipment, detergents were labelled and stored according to regulations. H&S prevention training was held, in line with British HSE legislation (Health and Safety Executive, 2022).

Culture & Team
Housekeeping is a multicultural department. I worked with people from Romania, Poland, Pakistan and England. This aspect reminded me of Cultural Awareness, where I learned about collectivism and indirect communication in certain cultures (GLOBE Project, 2020). 
Non-verbal communication and empathy played a key role. An inclusive environment led to collaboration and brand loyalty (Andrade, 2021).
Effective human resource practices in multicultural housekeeping teams help ensure cohesion and collaboration within operations (Cunha & Oliveira, 2021).
 Marketing & guest experience 
Cleanliness is an essential criterion in reviews. In Marketing Essentials, we studied how customer experience influences loyalty. We observed that negative reviews were often linked to minor details (dust, hair), which affected the hotel’s score on Booking.com. The cleanliness perceptions significantly influence their intention to revisit. (Wang, 2025).
 Cleanliness contributes to the USP (unique selling proposition) – a clean hotel conveys care and quality, which brings positive reviews and recommendations. (Lee, 2020) 
Section 3: Guest Service Improvement Plan
 Using an internal application to facilitate communication between reception and Housekeeping allows for quick resolution of requests and prioritization of urgent rooms. In addition, real-time monitoring of cleaning progress contributes to better organization of staff and reduced waiting times for guests. These measures align with industry’s best practices, where digitizing operations increases efficiency and transparency (Stayntouch, 2021).
 Conclusion 
This practical experience gave me valuable insight into the internal functioning of a hotel and the importance of Housekeeping in guest satisfaction. Understanding operational processes is essential for success in the hospitality industry. (Hayes, 2021). 
I believe that I have achieved my goals: I have understood the processes, developed my team skills and learned to analyze leadership styles in a real context. I feel more prepared for a future career in the hospitality industry and will continue to develop my skills through reflection, study and practice.
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