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Introduction

As part of my Level 6 placement, I worked in the housekeeping department at Holiday Inn in Sunderland, UK. This department plays an important role in keeping guests happy by making sure all rooms and public areas are clean, safe, and presentable. This experience gave me a better understanding of how housekeeping supports overall guest service and lets me see what happens behind the scenes in a hotel.

I had three main learning goals for this placement:
1. To learn how the housekeeping team communicates and works together.
2. To watch how the housekeeping supervisor organises the team and manages daily tasks.
3. To think about how a clean and pleasant environment affects how guests feel about their stay.

Section 1: Role Reflection 
To reflect on my placement, I used Kolb’s Experiential Learning Cycle (1984), which includes four stages: concrete experience, reflective observation, abstract conceptualisation, and active experimentation.

Concrete Experience
On 12 May 2025, I worked in the housekeeping department for the first time. I was asked to vacuum the hallways and clean the skirting boards with a mop. Joanna, the housekeeping supervisor, showed me how to do the tasks properly and kept an eye on my progress. Although the tasks looked easy at first, I quickly realised they needed focus, consistency, and good time management.
Later that week, I went back to the food and beverage (F&B) department. Because of my time in housekeeping, I had a better understanding of how all departments are connected. For example, if rooms or restaurant areas aren’t cleaned on time, it can delay check-ins or meal service, which can upset guests (Jones, Hillier & Comfort, 2016).


Reflective Observation
At first, I didn’t realise how tiring and physical housekeeping work is. The team worked hard with very few breaks, but they stayed polite and focused on their tasks. Joanna kept checking in with me, explaining how every part of the room must be cleaned properly. I learned that cleanliness is one of the first things guests notice when they arrive, and if it’s not up to standard, they may leave complaints or bad reviews (Patiar & Wang, 2016).
One thing that really stood out was Joanna’s way of leading the team. She was kind and easy to talk to, but also firm when needed. When I missed a spot while mopping, she calmly showed me how to do it correctly. She set a good example and made sure work was shared fairly among the team. This made everyone feel included and respected. Watching her helped me understand the role of a supervisor much more clearly than before.

Abstract Conceptualisation
This placement helped me connect what I learned in the Management and Organisational Behaviour module to real-life situations. We studied different leadership styles in class, and I saw how Joanna used a mix of democratic and transformational leadership. She listened to the team, gave clear guidance, and created a trusting work environment. This matches what Northouse (2018) said about transformational leaders they help staff feel motivated and improve performance.

I also realised how important communication is in guest service, even in a department like housekeeping, where staff don’t often speak to guests. A clean room sends a strong message that the hotel respects its guests, while one dusty area can leave a bad impression (Lolli, 2013). In our team, we used both talking and body language to keep things organised and complete tasks on time. This made me think of what I learned in class, where we discussed how teamwork and shared goals improve results (Armstrong & Taylor, 2020).

Example 1:
Joanna started the day with a short team meeting. She reminded us that a big group would be checking in and asked us to focus on preparing the third floor. This helped everyone stay focused and showed how useful daily planning and goal-setting can be.

Example 2:
One team member told Joanna she wasn’t feeling well, and Joanna quickly reassigned her to lighter duties. This showed me how good supervisors take care of their team’s wellbeing, which I’ve learned is important for keeping service standards high.

Strengths and Weaknesses:]

One of my strengths was being flexible, I was happy to try different tasks and always asked if I wasn’t sure. But I also noticed that I sometimes worked too slowly because I didn’t want to make mistakes. I need to work on building more confidence and improving my speed without lowering the quality of my work.

Active Experimentation
After working in housekeeping, I realised I need to improve how fast and efficiently I complete tasks. I also want to get better at working with others by being more aware of the team’s needs and improving how I communicate.

Action Plan:
· Practise timed cleaning tasks at home so I can get quicker without losing quality.
· Watch online videos that teach professional cleaning techniques.
· Ask for more shifts in housekeeping to gain more experience and become more consistent.
· Observe how different supervisors lead their teams so I can learn from various management styles.



Section 2: Management Performance & Guest Service Analysis

Management Style
From what I saw during my placement, Joanna’s leadership style matched democratic management. She gave clear instructions but also listened to the team and allowed them to speak up if something wasn’t right. This reflects Yukl’s (2013) idea that participative leadership helps improve team morale and leads to better decision-making, especially in hands-on roles like housekeeping.

Her leadership clearly had a good effect on the team. Everyone stayed focused and motivated, even when the work was tiring. If there was a problem, like not having enough linen or equipment, the team didn’t complain they found solutions and helped each other. I realised that this kind of teamwork happens when there is strong leadership, not just because staff work hard on their own (Burns, 1978).

Health & Safety Compliance
Joanna followed all health and safety rules properly. She explained how to use cleaning tools safely and reminded me to wear the right shoes to avoid slipping. This made me think of the Health and Safety at Work Act 1974, which says employers must protect their staff from harm. Joanna showed that she takes this seriously by giving me proper training.

We also put up wet floor signs in the corridors while cleaning. This small step helps keep guests safe and protects the hotel from legal issues. As Riley (2014) explains, following health and safety rules is very important in housekeeping because staff work with equipment and cleaning products that could cause harm if not used correctly.
Culture & Teamwork

The work environment at Holiday Inn Sunderland felt very welcoming and inclusive. Staff were kind and always ready to help one another. Even though I was mainly from the F&B department, the housekeeping team treated me like one of their own. This open and respectful culture reminded me of what I learned in Cultural Awareness. We were taught that understanding different cultures and showing respect leads to better teamwork and improves how staff and guests communicate (Reisinger & Turner, 2003).
Teamwork was also a big reason why things went smoothly. One example that stood out was when we had just 30 minutes to get several rooms ready for a surprise group check-in. The team worked together without needing to say much. Everyone knew their role, and we helped each other without getting in the way. This showed me how important trust and clear task-sharing are for working quickly and efficiently.


Marketing & Guest Experience

Even though I wasn’t involved in marketing tasks during my placement, I could still see how our work in housekeeping affected the hotel’s image. One guest even told the front desk that their room was “spotless and smelled fresh.” Comments like these show that cleanliness directly affects how people see the brand (Kandampully, Zhang & Jaakkola, 2018).

In Hospitality and Guest Services (Level 4), I learned that guests now expect high hygiene standards, especially after COVID. This placement helped me see that in action. Clean, well-kept rooms aren’t just important for health they also improve guest satisfaction and lead to better reviews.




Section 3: Guest Service Improvement Plan

Issue Identified:
New or temporary housekeeping staff often don’t receive proper training when they start.

Justification:
While working my shift, I noticed that new staff (including myself) didn’t always know which tools to use or the correct cleaning steps. Joanna tried to help, but she was often busy with other tasks. There was no proper introduction or training guide for new starters, which led to slow progress and repeated work.

This is a serious issue because housekeeping is time-sensitive. Guests expect their rooms to be ready quickly and cleaned properly. According to Chan & Hawkins (2010), proper training helps staff make fewer mistakes and speeds up the service, which improves guest satisfaction.

Improvement Plan:
1. Create a one-page housekeeping checklist
A simple checklist with clear steps and photos showing how to clean each area would help new staff follow the correct process. This makes tasks consistent and reduces mistakes (Baum, 2007).
2. Introduce shadow shifts
New staff can work alongside an experienced team member for one full shift. This gives them a chance to learn by watching and asking questions. It builds confidence and trust in the team (Lashley, 2018).
3. Digital feedback form
At the end of each shift, staff could fill in a short feedback form about what went well or where they struggled. I have seen this in other Hotel bathrooms and service areas. This helps managers find problems early and adjust training as needed (O’Fallon & Rutherford, 2011).

Conclusion

Looking back on my time in the housekeeping department, I now understand how important this role is to both guest service and team success. Using Kolb’s learning cycle helped me turn small daily tasks into lessons about leadership, communication, and quality service.
I achieved the learning goals I set at the start. I saw how team members communicate and work together, I observed how Joanna managed tasks and supported her team, and I realised how much cleanliness matters to guests. This experience gave me a new appreciation for housekeeping. I also believe that even small improvements in training or teamwork can lead to better guest experiences overall.
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