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[bookmark: _Toc212916238]Introduction 
During my placement I have been in the Delta Tudor Park Marriott hotel, and the most desired department is the housekeeping department. It is essential to the operation of the hotel, and is the most responsible department for developing the core functions of the guest experience. Some of the functions of this department within this property is the maintenance of the cleanliness, comfort, as well as the presentation of all guest rooms along with the public spaces. It necessitates a highly structured cleaning and preparation of the room for arriving guests, a turn-down service, presenting the guest amenities and managing the linen and laundry operation (Du-Lich, 2022). This department is also responsible for reporting and maintaining the visual and sanitary standards of the brand. 


[bookmark: _Toc212916239]Department reflection
[bookmark: _Toc212916240]Introducing the overall guest service operations department
The Housekeeping department is often denoted as one of the critical pillars of the Guest Service Operations. It plays a very major role in fundamentally shaping the overall guest experience. In addition to this, the overall performance of this particular department also directly influences various core aspects of guest satisfaction. Some of these include the aspects of room comfort, hygiene standards, value perceptions and more. Depending on the Marriott Delta Tudor Park, this particular department's role helps in ensuring successful execution of meticulous room preparation, adherence to brand standards and more (Marriott, 2025). Use of cutting-edge technologies including Opera for room status updates, GXP for managing guest requests and complaints and more are also taken into consideration (Oracle, 2025). Application of these technologies aid in ensuring a very streamlined connection between the guest's needs and the operational response. 
[bookmark: _Toc212916241]Identifying and offering justification of one of the key issues
One of the major key issues observed within the housekeeping department was the communication gaps. These have been apparent during the busy shift handovers and while trying to respond to real-time and various urgent guest requests. This particular issue has made the reputation of the hotel vulnerable and sometimes even failed to prepare according to all the varied specific guest preferences. Furthermore, severe delays in addressing urgent matters and inconsistencies in service delivery have also been observed between shifts. The occurrence of this issue directly undermines guest experience and satisfaction. 
[bookmark: _Toc212916242]Management styles
Doing a thorough analysis of various management styles and organisational behaviour
The overall leadership approach within the housekeeping department of the hotel has played a crucial role in both persisting the issue and resolving it also. Lots of managers over the years have employed a democratic leadership style (Furman and Matiyash, 2025). . It has provided many significant contributions towards enabling them to hold daily meetings. Further discussion of various reports and challenges is also performed before making a final decision. However, the application of this particular style has seemed very confined to schedule meetings and failed to set up dynamic operations of the housekeeping floor. Drawing from the Management and Organisational Behaviour module, the concepts of organisational design could play a very major role in the development of a robust organic structure. The module further helps in the successful differentiation between mechanistic organisations and organic organisations. Hence, the existing communication structure of the hotel could be solved through incorporating the democratic leadership management style and leading to successful fulfillment of all operations. Along with this, following an organic approach that is characterised by lateral communication and networked control would end up getting more effective (González-Zapatero et al., 2024). 
Self-Reflection
My role involves doing observational research of the working approaches followed by the hotel and I have been also given the opportunity to shadow the role of  Deputy Housekeeping Manager – Galina . I have witnessed several instances that involve a room attendant being unaware of a VIP guest's early check-in request. A lack of efficient communication has been responsible for disrupting the entire housekeeping team. During performing my role of assisting my colleague, I have learned the critical importance of undertaking a closed-loop communication in enhancing the level of service operations. I have also seen firsthand the ways through which a firsthand democratic leadership style must be supported. It can be bolstered through the integration of various integrated communication technologies and a culture of proactive information sharing.
Proposed strategy for improvement Strategy
Shadowing the role of Galina – deputy housekeeping manager , I want to propose the implementation of a standardised digital shift-handover and task-tracking system (Meyer et al., 2021). It can play a valuable role in further bolstering the existing technology framework and make the application of the Extra Log system more effective. Additionally, relying on a dedicated channel on a communication app like Microsoft Teams will also bring positive outcomes (Melati, 2025). It will be ideal for relaying real-time updates on room completion. This particular solution also directly applies to the concept of the inverted organisation. It was discussed in the Organisational Structure module and helps in the process of equipping the housekeeping staff with better information and communication tools.
Future Implementation 
While playing a similar leadership role in future, I will try to prioritise both the style of leadership and the systems that enable it. A seamless advocate and implementation of various integrated digital tools will help me in achieving the aim of facilitating organic and lateral communication. 
[bookmark: _Toc212916243]Three-Step Improvement Plan 
Proposed operational change 
An operational change will be in the form of real-time, mobile-enabled communication employing the existing extra log system, which will let the housekeeping staff use hotel smartphones to instantly update room statuses (Groot, 2024). For instance, cleaning status and maintenance required status, as soon as they complete their work. This will help them not to leave the leave statuses on paper after the shift or inputting the status of the suite when they return to the computer station after their turndown service.
Alignment of the change with the industry standards 
This change will be supported as an industry best practice employing the technology to create operational efficiencies (Fiddle, 2023). This is apparent in the firm’s operating systems, like Opera and GXP, in other departments. This approach is also driven by real-time data and proactive toward workflow management, minimising the number of bottlenecks. It also offers employees immediate access to report issues. In this way, effective communication happens in successful hotel chains.
Impact on guest satisfaction and business performance 
The proposed change will directly impact guest satisfaction, as substantial wait times might be reduced for check-ins (Holzberg, 2025 ). While the business performance will face an increase in the efficiency of room turnover and perhaps more same-day business, along with enhanced coordination between the departmental activity completion for quicker workflow.
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Reflecting on the experience of the student, in the housekeeping department at Delta Tudor Park Marriott, the vital connection between the efficient procedures of operations and the guest experience suddenly became very deceptive. The analysis has indicated that ineffective communication among the housekeeping and the front office has been an area of concern, particular during the peak season, when it may affect the beliefs of the guests about the quality of service. The three-step improvement plan has formulated to address its concern which has been based on utilisation of the mobile technology to designate room status updates in real time. The recommendation has been to employ the mobile technology which will help in successful integration of mobile technology into other departments in the hotel as well as consistent with industry practice to enhance the company’s operational fluidity. The implementation of this type of change would likely enhance the overall efficiency of housekeeping and add to the overall delivery of the guest service. This situation has demonstrated that within the hospitality sector, internal coordination is not just a departmental operational goal, it has been a requirement for offering appropriate guest service and maximising the outcomes of the business.
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