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Introduction
Guest service operations are a fundamental aspect of the hospitality industry, and one of the key departments that plays a significant part in this sector is the housekeeping department. In my role as a receptionist at Novotel Southampton Hotel, I frequently interacted with the Housekeeping Department, whose responsibilities included room cleaning, managing linen stock, maintaining the cleanliness of public areas, and addressing guest requests related to room conditions. Through the housekeeping department, the main objectives that I set out to achieve were:
· To develop and improve teamwork skills.
· To develop problem-solving skills, especially when handling guest complaints
· To gain a deeper understanding of housekeeping workflows and operations.
Role Reflection
Gibbs' Reflective Cycle (1988) provides a structured framework to evaluate experiences through description, feelings, evaluation, analysis, conclusion, and action planning. Applying this model, I will reflect on my role as a receptionist at Novotel Southampton with a focus on interdepartmental collaboration with Housekeeping.
During my placement, I developed teamworking skills by coordinating room status updates between reception and housekeeping to ensure timely check-ins. According to Mullins (2019), this skill is invaluable for organisational operations because seamless interdepartmental communication has a direct impact on customer satisfaction. Furthermore, shadowing housekeeping supervisors during room inspections taught me the importance of quality management, which is considered fundamental to brand reputation (Chibili, 2019).
The key skills required for housekeeping supervisors include leadership to manage room allocation efficiently, communication and teamwork to collaborate with reception, and problem-solving to address urgent guest requests. Good team work and collaboration helps improve guest service and enhances employee performance (Johnson et al., 2012). I observed these skills in action when a supervisor reallocated staff during a sudden 20-room checkout, preventing delays through clear task delegation. Conversely, another supervisor's failure to communicate a maintenance issue caused a double booking, reinforcing Gbarale and Lebura’s (2020) findings on the cost of poor vertical communication.
Through my experience working with the housekeeping department, I noted that my major strength was active listening when relaying guest requests. However, I initially struggled with hesitation when facing guest complaints, particularly when guests became confrontational about service delays. 
Subsequently, I developed an action plan to address this weakness and enhance my overall professional capabilities. To address my hesitation when handling guest complaints, I plan to enhance my conflict management and communication skills through role-play exercises, short training courses, and regular feedback from supervisors. Additionally, shadowing experienced supervisors and reviewing standard procedures will help me better understand how to manage guest issues efficiently.
Management Performance and Guest Service Analysis
During my interaction with the housekeeping department at Novotel Southampton, I observed that the management primarily applied an affiliative leadership style, which emphasised empathy and relationship-building (Fallon and Rutherford, 2010). This approach helped maintain team morale and fostered cooperation between the reception and housekeeping teams, particularly during periods of high occupancy.
In terms of health and safety compliance, Novotel’s housekeeping operations consistently adhered to UK industry regulations such as the Health and Safety at Work Act 1974 and the Control of Substances Hazardous to Health (Health and Safety Executive, 2024). As a receptionist coordinating room readiness, I often observed housekeeping staff following correct manual handling procedures and wearing the appropriate personal protective equipment (PPE). Fire safety checks and room inspection protocols were also well enforced. My exposure to these safety standards reinforced the importance of cross-departmental awareness and compliance.
Additionally, the organisational culture at Novotel fostered teamwork and mutual respect across departments. My coordination with housekeeping for room status updates highlighted a strong culture of collaboration, where open communication and welcome feedback were the norm. These aspects positively influence both staff morale and guest experiences by ensuring quicker check-ins and better room readiness (Vallen and Vallen, 2014). This reflects concepts from Personnel Resourcing & Development (Level 5), where workplace culture is seen as a driver of performance and engagement. A collaborative culture also supports staff retention, as employees feel valued and part of a shared mission.
From a marketing and guest experience perspective, the reception and housekeeping teams worked together to enhance service delivery. For example, special room requests were communicated in advance to housekeeping, ensuring that rooms were personalized for returning guests. These efforts aligned with Hospitality & Guest Services (Level 4), which emphasizes the importance of exceeding guest expectations through service consistency and personal touches. By integrating guest feedback into service adjustments and ensuring smooth coordination with housekeeping, we contributed to a more seamless and satisfying guest experience, which in turn reinforced brand loyalty
Guest Service Improvement Plan
A key issue I identified during my placement in the housekeeping department was the delayed availability of rooms during peak check-in periods, which caused guest frustration. This issue is particularly significant as it directly contradicts Parasuraman’s (1988) SERVQUAL model, which identifies reliability as the most critical dimension of service quality. At Novotel, several guest complaints during my placement stemmed from this issue, with receptionists frequently compensating guests with drink vouchers, which could be said to have directly increased the hotel's operational costs.
To address this key issue, the following three-step improvement plan is proposed:
1. Implementing a “Priority Room Tagging” System. 
One key operational improvement that can address service delays in the housekeeping department is the introduction of a “Priority Room Tagging” system. This strategy involves housekeeping supervisors identifying rooms that have been requested for early check-in and marking them with green, colour-coded door hangers labelled "Priority." These visual cues help streamline housekeeping workflow by signalling which rooms must be prioritised for cleaning. Implementing such a system at Novotel would directly improve service efficiency, as it addresses the early room readiness standard guest expectation, without requiring costly technology.
2. Introducing a 10-Minute "Ready-By" Commitment for Available Rooms
To reduce service delays and enhance guest trust, a 10-Minute “Ready-By” Commitment strategy can be introduced at the reception level. In this system, receptionists confirm the estimated room readiness time by directly communicating with housekeeping (e.g., “Room 205 will be ready by 2:10 PM”), and then relay that time to the guest. Managing expectations honestly and professionally not only reduces unnecessary pressure on housekeeping but also improves guest experience and trust (Casado, 2012).
3. Launching a Weekly ‘Peak Hour Task Force’ Initiative
To further address service delays during high-occupancy periods, a Weekly “Peak Hour Task Force” can be introduced. This involves cross-training two receptionists or other available staff from any other guest service operation department to assist housekeeping with light but essential tasks such as folding towels or restocking guestroom amenities during peak hours. 
From the perspective of Personnel Resourcing & Development (Level 5), this initiative reflects proactive workforce planning and upskilling, promoting agility and shared accountability within teams. It also enhances interdepartmental respect and teamwork, fostering a more cohesive work environment. 
Conclusion
Through my placement at Novotel Southampton, I gained valuable insights into the critical role of housekeeping operations in guest service delivery. The experience deepened my understanding of housekeeping workflows, leadership dynamics, and the importance of reliability in service quality, aligning with my three learning objectives. In addition, I significantly improved my ability to work as part of a team, learned how to address operational challenges like room delays, and gained a deeper understanding of housekeeping workflows.
  While I have successfully improved my teamwork and problem-solving skills through hands-on collaboration, managing confrontational situations remains an ongoing area for development. Moreover, I developed a clearer appreciation for how structured strategies and interdepartmental coordination improve both guest satisfaction and business performance. These experiences have strengthened my readiness for future roles in hospitality management.
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