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At Novotel Southampton, a four-star hotel close to the city centre and cruise terminals, I had the opportunity to work in the Housekeeping Department. It plays a key role in guest service, as it is responsible for the cleanliness, comfort, and hygiene of all hotel rooms and public spaces. The duties of the housekeeping team include room cleaning, supervising linen and laundry, conducting regular inspections, and handling supplies.
I intend to enhance my skill set in both operational and managerial areas during the 10-week placement. My main goal is to reach these three learning objectives:
1. To foster cooperation and communication in a stressful service environment (Albaharna et.al. 2024).
2. To analyse how leaders and staff in housekeeping carry out their daily duties.
3. To master the art of applying health and safety guidelines in daily cleaning activities.
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Using Gibbs Reflective Cycle (1988), I reflected on my experience working in the housekeeping department during my placement at Novotel Southampton.
Description:
I served as a housekeeping assistant during my placement, which involved preparing guest rooms, maintaining necessary supplies, reporting any issues to maintenance, and ensuring the rooms met the brand's guidelines for cleanliness. I spent time with the floor supervisor to see how rooms were assigned, how quality control was done and how the team coordinated. The role required paying attention to every detail, working efficiently, and communicating effectively with team members and office staff.
Feelings:
I first experienced both excitement and some anxiety. I looked forward to applying my textbook knowledge on the job, although I wasn't sure if I would cope with the fast pace and high standards required. I noticed that effective teamwork and time coordination played a significant role in determining room turnover rates. One challenge for me was balancing the demanding physical aspects of the job with delivering excellent results within tight time constraints.
Evaluation:
One good incident was when I helped a team member in their assigned part. I spoke with the team manager and agreed to help, which enabled us to meet our floor goal. This demonstrated how the employees supported one another and genuinely cared about their clients. On the other hand, a situation turned negative when housekeeping and the front office failed to communicate, resulting in a guest being assigned to an unready room. This situation left guests feeling dissatisfied and led to an official complaint, highlighting the critical need for departments to communicate effectively.
Analysis:
The experiences also showed me how communication significantly impacts success. In the beginning, our team faced challenges with poor communication and overlapping roles, yet with teamwork, regular briefings and everyone taking responsibility, we began to work more smoothly. According to the Head of Housekeeping, I show good team skills and adapt well, so manager encouraged me to make progress in being more assertive and managing time when under stress.  However, by repeatedly briefing and supporting each other every morning, we eventually were able to overcome the problem. I realised that being able to work together and help others was one of my strengths. At the same time, I realised that I needed to improve my time management skills, especially during stressful situations, and speak up more about operational issues.
5. Conclusion:
I realised that for a housekeeping operation to run smoothly, everyone needs to communicate and assist one another. I recognised how flexible I am and how willing I am to help, but I realised I could improve my ability to express myself freely when we discuss as a team.
Action Plan:
	Skill to Develop
	Description
	Action to Take
	Timeframe

	Time Management
	Make room cleaning faster and more efficient while still meeting the required standards.
	Take part in a time management class; decide on clear goals to meet each day when working.
	Within 1 month

	Assertive Communication
	Show more confidence while discussing or raising any concerns.
	Receive guidance from the manager; 
Use role-play to practise saying assertive things.
	Over the next 2 months

	Interdepartmental Communication
	Try to prevent future misunderstandings with those in the front office.
	Collaborate with the front desk staff before the shift and become familiar with the standard procedures.
	Weekly during placement
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Management Style
When I was part of the housekeeping department at Novotel Southampton, a transactional leadership style was primarily in place, which involved supervisors providing clear instructions for each task and ensuring they were carried out. Using this approach made it possible for staff to manage the hotel smoothly, even when a large number of guests were staying. There were instances when transformational leadership emerged, particularly when supervisors motivated the team with appreciation or solicited ideas during high-pressure work moments.
Leadership clearly impacted staff motivation and efficiency. The focus on efficiency in the transactional approach could reduce the creativity or motivation of junior members (Lin, 2024). However, leaders who showed consistency and clear guidance sometimes did not manage to inspire motivation that lasts (Campbell, 2025). Transactional leaders typically succeed in well-defined situations but may not foster lasting motivation in their followers. When supervisors focused on transformational approaches, such as praising individuals or encouraging everyone to work together as a team, the overall feeling and performance of the team improved significantly.
Health & Safety Compliance
The department consistently ensured compliance with key health and safety standards. Each staff member was trained in COSHH (Control of Substances Hazardous to Health) and also wore gloves and masks when using the cleaning products. They always used proper lifting techniques when handling linen and moving trolleys. The practices adhere to the Health and Safety at Work Act 1974, which means employers are required by law to look after their employees' health and well-being (Health and Safety Executive (HSE), 2025).
Novotel took steps such as installing warning signs for wet areas and conducting regular risk reviews (Amalia and Elvandari, 2024). The Health and Safety Executive (HSE) states that these practices support the prevention of injuries at work and form a good safety culture, which was demonstrated throughout my placement (Health and Safety Executive, 2025).
Culture & Teamwork
The work environment at Novotel valued everyone's involvement, expected fairness and promoted teamwork. Team briefings took place daily in the morning to outline each member's responsibilities, what was expected, and how everyone would work together. The positive culture made employees feel appreciated, which in turn boosted their cooperation and the quality of service. According to Hofstede, Novotel's traits of low power distance and strong collectivism facilitate effective teamwork and smooth communication among team members (Lin and Lou, 2024). This results in positive organizational culture which improvises the guest expierence and boost the organizational morale.  As a result of this culture, guests were happier because faster room service was achieved, together with a reliable level of cleanliness. This highlights the ideas discussed in Personnel Resourcing & Development (Level 5) which state that a good hotel culture increases staff satisfaction and loyalty, helping to create the same experience for all guests.
Marketing & Guest Experience
The work of housekeeping teams has a significant impact on how guests perceive the hotel. In online reviews and feedback forms, people often speak about how clean the place is. At the hotel, guests could share their thoughts using QR code surveys and special feedback booths (Sousa, Cardoso and Dias, 2024). These approaches align with the Hospitality & Guest Services strategies that continually support improvement.
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I mainly noticed during my placement that rooms were not ready for use before the check-in time. Due to these issues, guests encountered delays upon arrival and became disappointed and unsatisfied. Constantly changing rooms, unclear messages in some departments, and understaffing were the main problems.
This issue has a significant impact on the guest experience. A delay in making rooms ready can harm guests' satisfaction, loyalty, and online views of the company, especially in an industry where intense competition prevails (Kandampully, Zhang and Jaakkola, 2023). Even a minor service error can impact whether guests return and their perception of the brand (Han, Kim and Kim, 2024).
Therefore, a three-step improvement plan is recommended.
1. Set up digital room-tracking software to provide regular updates to the front office and housekeeping, which should help manage guests more effectively (Kim and Lee, 2023).
2. Before the shift starts, both the front office and housekeeping should meet to specify early-arrival rooms and ensure that guest expectations are handled correctly.
3. Have a training workshop that discusses fast service delivery and includes tips on how to manage time wisely for improved operation performance (Lu and Gursoy, 2024).
Applying these steps will result in better rooms, satisfied guests and improved team coordination.
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In conclusion, during my time at Novotel Southampton, I met all the objectives that I had established. I developed strong communication and teamwork skills while working with colleagues, learned more about leadership and delegation by observing shift supervisors, and consistently practised safety in everything I did. What I learnt most from this experience is that proper communication and coordination are essential for operating smoothly and pleasing the guests. As a result of this placement, I was inspired to pursue a leadership role in the hospitality industry.
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