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1.Introduction
I was placed at Novotel Birmingham City Centre during my 10-week placement. I was within the Housekeeping Department of guests  experiences. The main role was to ensure that guests were dealt with high confidence along with great standards of cleanliness. It was also crucial to maintain comfort of the guests and keep the rooms and common area clean. Great presentability and spotless rooms were crucial along with laundry facilities, extra pillows or towels. Housekeeping is a crucial component in setting the guest experience as cleanliness leaves a lasting impression on guests. Strong organisational design and open communication are the drivers of effective service culture (Wood, 2013). This internship at this establishment taught me that paying attention to detail, time management, and collaboration have direct impacts on guest satisfaction and overall operating effectiveness in a busy starred hotel.
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2. Main Body: Department Reflection
Marketing & guest experience
During my internship at Novotel Birmingham City Centre for 10 weeks, I was tasked to work within the housekeeping department. Through housekeeping, I gained experience on the luxury of having primary knowledge of how invaluable services operations are in sustaining guest experience. I witnessed how staff attitude, cleanliness, and efficiency affect guests' perception of comfort and quality. I gained real lessons on guest satisfaction, teamwork, and service standards working in the department. Guests would like their hotel rooms to be ready on time, clean, and comfortable. Providing these is a significant part of developing a good service culture, where everyone works towards pleasing the guest (Wilson, 2009). I realised that the housekeeping staff were at the centre of this work. Success in hospitality is about continuously exceeding customer expectations (Evans, 2024). Novotel managers focused on attention to detail. This focus was to provide the service excellence principles learned during my module on Hospitality and Guest Services.
Identified Key Issue: Delays in Room Readiness
Among the key problems that I noticed were delays in room readiness during peak check-in time. The guests were occasionally delayed after the normal check-in time. This was causing frustrations and also resulted in some complaints. Housekeeping operations should have rigorous control of time to fit into front office operations (Jones, 2008). The room checks were undertaken frequently by the team leaders. There was an effective chain of command, and an effective structure sustains performance. I found that poor communication between departments, especially between housekeeping and the front desk, caused these delays. Widiastini, Santiara and Rahmawati (2024) explain that inefficient housekeeping communication systems lower operation efficiency and guest satisfaction. Whenever guests waited for an extended period, the front office repeatedly called the housekeeper supervisor. This imposed unnecessary pressure on both teams. 
Management and enhancement of guests
Guest expectations are not constructed by service quality. They demand the efficient time of delivery (Wood, 2013). In my placement, I realised that guest expectations were being managed by continuous communication, feedback gathering, and service recovery. This was under great challenges. Guest remarks and in-house reports were used by the supervisors in tracking satisfaction. When a complaint was lodged by the guest, the supervisor herself came to the room in order to apologise and make restitution. This included complimentary refreshments. This was typical of the Service Recovery Paradox, in which recovering from a failure will enhance guest loyalty (Week 4 Hospitality and Guest Services). 
I understood that listening and empathy were the key aspects of satisfying the guests. In the Service Culture Theory, a great service culture ensures that guest satisfaction objectives are in harmony with worker attitude (Evans, 2024). Novotel's "Feel Welcome" culture supported individual service. When I had direct interaction with the guests, I handled and answered the requests with a smile and concern. These were the small gestures that assisted in rebuilding trust. Operational efficiency and emotional intelligence increase guest satisfaction (Wilson, 2025). The experience helped in understanding this strategy. 
My Role and Self-Reflection (What will I do differently and what have I learned)
My primary task was to keep the guest rooms clean and meet all requirements at check-in time. But I was also helping with linen management as well as coordination on the floors. It was difficult for me initially to fulfil the time requirements. The Organisational Structure of Novotel's housekeeping resembled a functional structure. It gave control and accountability, but at times restricted decision-making. Training and daily developmental sessions allowed continuous improvement. Good placements integrate supervision and independent learning (Hagg, 2013). This is how I felt as I was given more independence in my decision-making. 
I was given the responsibility of ensuring that each room is cleaned within 25 minutes, including checking. Although with proper guidance and training from my supervisor, I enhanced speed and accuracy. I discovered learning and motivation as the key adaptations. Learning is a change of behaviour due to a new experience (Week 4 Hospitality and Guest Services). I built my multitasking capacity and my communication skills to enhance the experiences of guests. Supervisory feedback and mentorship helped me in building a description of the development of skills and confidence through structured workplace learning (Felce, 2019). Coaching moments were highly crucial, which helped to fill any competency gap. When I had made a mistake, the supervisor corrected me and told me why certain standards were essential. This helps in understanding the feedback sandwich model (Week 4 Hospitality and Guest Services). 
Efficiency was optimised and standards were measured through feedback. This is in alignment with the Effective Performance Management Process Model (Week 4 Hospitality and Guest Services). I understood that guest satisfaction is one's performance but coordination of the team. Even though the room was cleaned to perfection, there may be complaints if it is not served on time. I realised communication kills stress. I learned problem-solving skills, which are crucial in avoiding more problems. The concepts I learned during my internship with Novotel Birmingham City Centre's Housekeeping Department include service culture, working as a team, and communication. 
Moving forward, I will focus on engaging in proactive communication and time management, as well as cross-departmental collaboration to maintain high operational standards. I will implement ongoing learning and an improvement-oriented feedback process to improve efficiency of service and guest satisfaction while supporting the level of professional excellence expected of hospitality operations.
Three-step Improvement plan for the future
Operational change 1: I will be responding more strategically and actively and participate in other departments in the future. I will ask supervisors if tasks are finished and give report statuses to the front office within the time.
Idea: Strategical responding enhances communications skills.
Implementation process: Responding more strategically and actively will help the other members of the department and will reduce conflict situations. This will help in organisational profitability.
Monitoring: This teamwork will minimise waiting periods. I also valued the role of emotional intelligence and resilience in hospitality. 
Operational change 2: In case of delayed rooms, I would volunteer to help coworkers on other levels.
Idea: Volunteering with coworkers increases coordination.
Implementation process: Volunteering with the coworkers can help in benefitting the outcome which can improve efficiency.
Monitoring: My placement enhanced my ability to manage time and handle pressure. I was able to learn greater sensitivity to guest needs and the impact of a service error that can destroy brand image. 
Operational change 3: I will also record any ongoing problems to help improve processes. I will create a more positive environment by acknowledging the work of others.
Idea: Recording all issues will help in keeping a track and reducing errors. 
Implementation process: Record any ongoing problems will help in keeping a track of all the issues which can be discussed with supervisors later on. This will lead to organisational efficiency.
Monitoring: Staff contribution recognition enhances participation and efficiency in operations (Wilson, 2025). I will be using the learning model Torrington and Hall by the adoption of continuous feedback analysis. 
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3. Conclusion
There is a significant impact of communication of the experiences received by the guests. Due to the delay in room readiness, there was dissatisfaction among the guests. This can be avoided by the adoption of strategic communication among the two departments that include front office as well as housekeeping. Adopting simple communication strategies along with training facilities are crucial for efficiency. Emotional intelligence plays a crucial role in the adaptability skills within the hospitality sector. To achieve great skills in the future, I need to focus on strategic communication, as well as ongoing learning. This exercise has helped me to adopt both practical as well as theoretical knowledge within the hospitality sector. This has helped me to reach excellence in guest satisfaction. 
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