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Introduction 
At Holiday Inn Sunderland, the Housekeeping department is essential for keeping the hotel clean, comfortable, and welcoming for guests. The team is in charge of cleaning guest rooms, public areas, and staff spaces to a high standard. Their services include daily room cleaning, changing bed linens and towels, evening turndown service when offered, and handling guest requests for extra items or cleaning.
While working in this department, I had three main goals:
· To learn how housekeeping routines and hygiene standards are carried out in a hotel setting.
· To improve my ability to manage time effectively and work well with others in a busy environment.
· To understand how cleaning supplies and equipment are used and managed day-to-day in hospitality.
Role Reflection 
During my placement in the Guest Services department, I was assigned to the Housekeeping team, where my responsibilities included inspecting rooms, managing inventory, and ensuring that accommodations were ready for guests on time. To reflect on this experience, I applied Graham Gibbs' reflective cycle (1988), which involves six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model supports critical reflection on hands-on experiences and is widely used in professional development across service-based industries. (Gibbs, 1988)
[bookmark: _Hlk199790263]Housekeeping supervisors and managers require a diverse skill set to ensure efficient operations. Effective leadership and task delegation are crucial for directing the team and maintaining motivation (Testa & Sipe, 2012). Strong communication and teamwork help facilitate collaboration both within the department and with others. Additionally, problem-solving and decision-making are vital, particularly when unexpected challenges arise, such as guest issues or staff shortages.
[bookmark: _Hlk199790848]One situation I observed involved a supervisor efficiently handling a high-traffic day with numerous guest departures and arrivals. She clearly assigned responsibilities, communicated updates using verbal briefings and a task-tracking tool, and promptly resolved a delay in room cleaning by relocating the guest and offering a sincere apology. Her proactive approach and leadership ensured consistent service and operational stability. This aligns with the view that successful hospitality management relies heavily on timely decision-making and staff coordination (Sigala, 2005). 
In another instance, I witnessed the consequences of poor communication. A supervisor failed to inform the team of an early check-in, resulting in the room being unprepared and the guest becoming upset. This highlighted the importance of timely and accurate communication in maintaining service standards, a key component in both team effectiveness and guest satisfaction (Testa & Sipe, 2012).
Reflecting on my own performance, I recognized strengths in teamwork and communication, often collaborating well with others and keeping the team informed. However, I noticed a lack of confidence in making prompt decisions, frequently deferring to a manager even in minor situations. The ability to make independent decisions is essential for developing leadership in hospitality settings (Sigala, 2005).
To aid my professional development, I have designed an action plan aimed at enhancing my confidence and decision-making skills. This includes enrolling in a short hospitality leadership course, taking on additional responsibilities during shifts (such as managing supplies or helping assign tasks), seeking regular feedback from supervisors, and practicing scenarios through role-play and case studies. Over the next six months, my objective is to become more self-reliant in problem-solving while continuing to strengthen my existing abilities.
Management Performance & Guest Service Analysis
During my placement in the Housekeeping division of the Guest Services department, I observed how various management practices affected both team dynamics and guest satisfaction. This reflection examines the influence of leadership styles, adherence to health and safety standards, organisational culture, and guest experience strategies on day-to-day operations.

Management  styles     
The managers predominantly used a situational leadership style, adjusting their methods based on circumstances and individual team member needs. As outlined in the Management & Organisational Behaviour module (Level 5), Hersey and Blanchard's model suggests that such adaptability can enhance motivation and efficiency by balancing support with autonomy (Hersey and Blanchard, 1982). For example, during peak periods, managers provided clear direction and close oversight, while quieter times saw a shift toward collaborative decision-making. This approach helped sustain staff morale. However, inconsistent communication occasionally resulted in confusion, highlighting that flexibility must be paired with clarity to ensure smooth operations.
Health & Safety                                                                                                                    
Health and safety protocols were well-implemented and aligned with industry benchmarks. Staff received training on essential regulations like COSHH (Control of Substances Hazardous to Health Regulations 2002) and were instructed on proper chemical handling and manual handling techniques. Regular risk assessments were conducted, and the necessary personal protective equipment (PPE) was consistently available and used correctly. These measures met legal standards and reflected Health and Safety Executive (HSE) guidance. Fire drills and safety checks were also routinely performed. This strong focus on safety fostered a secure and confident workplace for both employees and guests.
Culture & Teamwork
The department maintained a collaborative and supportive culture. Drawing on insights from the Personnel Resourcing & Development module (Level 5), and supported by (Kozlowski & Ilgen, 2006) such a culture can enhance employee morale and service delivery. Team members frequently assisted one another during shifts, and managers often acknowledged collective efforts during team briefings. The multicultural makeup of the team was largely embraced, contributing to an inclusive work environment. Nevertheless, occasional cultural misunderstandings did arise, indicating a need for further training in cultural awareness to prevent miscommunication and strengthen team cohesion.
Marketing & Guest Experience
While Housekeeping staff had limited direct guest interaction; their efforts were crucial in delivering on the hotel’s brand promises. Referencing the Marketing Essentials module (Level 4), consistent service aligned with promotional claims is vital for building customer trust. This view is reinforced by (Soelasih et al., 2018) who highlight the critical link between service delivery and marketing credibility in the hospitality sector. The hotel’s emphasis on cleanliness and comfort in its marketing was generally upheld through meticulous room preparation. Positive guest feedback frequently praised room cleanliness, enhancing the hotel’s reputation and fostering repeat business. However, delays in room readiness sometimes undermined guest satisfaction, demonstrating the importance of aligning operational execution with marketing commitments.
Guest Service Improvement Plan
During my placement in the Housekeeping department, a recurring issue that consistently impacted service quality was the delay in preparing rooms, particularly during peak check-in periods. This often-caused guests to wait for their accommodations, diminishing their first impression and overall satisfaction. Timely room readiness is crucial, as it aligns with core guest expectations. According to Kandampully (2007), consistent and dependable service is essential for maintaining quality perceptions, while Bitner et al. (1990) stress that initial interactions, such as the check-in process, significantly shape the guest’s overall evaluation of their stay. Additionally, such delays place added stress on front desk staff, who must handle guest dissatisfaction and unmet expectations.
To mitigate this issue, a three-part improvement strategy is proposed:
· Introduce a Priority Room System: Leverage digital systems to flag rooms needed for early arrivals or VIPs, enabling housekeeping to prioritise these tasks. (Jones, 1999) advocate for using technology to streamline efficiency and enhance coordination between departments.
· Adjust Staffing Schedules: Align housekeeping shifts with peak demand times especially early afternoon by redistributing existing staff or adding temporary support. This reflects lean operations principles by (Alemayehu et al., 2021), which emphasise matching workforce deployment with workload demands to boost efficiency.
· Hold Daily Coordination Meetings: Conduct brief, routine meetings between housekeeping and front office teams to update each other on guest arrivals and prioritise room assignments. (Rezaee, 2016), highlight the critical role of communication across departments in delivering smooth and responsive service.
Implementing these measures is expected to minimise delays, improve operational coordination, and elevate guest satisfaction, ultimately leading to a more efficient check-in experience, fewer complaints, and stronger guest loyalty.
Conclusion 
During my placement in the Housekeeping department at Holiday Inn Sunderland, I gained valuable insights into operations, teamwork, and personal development. My goals were to learn housekeeping procedures, improve time management, and understand cleaning equipment. Reflecting with Gibbs' Cycle, I found strengths in teamwork and communication but lacked decision-making confidence. Observing situational leadership showed me how adaptable management can boost motivation, though consistent communication is vital. While cleanliness standards were met, delays in room readiness during busy times affected guest satisfaction. To improve this, I proposed a priority room system, adjusted staff schedules, and daily coordination meetings to enhance efficiency and communication. Overall, I met my learning objectives and identified key areas for operational improvement.
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