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This report has focused on the housekeeping department of Novotel Paddington. The Housekeeping department is responsible for upholding the reputation of the hotel by keeping guest rooms and public spaces clean.
Objective:
· To comprehend the organisational framework of a professional housekeeping team.
· To form effective communication and collaboration skills within a high-pressure service environment.
· To critically evaluate how management behaviours impact employees.
[bookmark: _fyhqiqe54iwb][bookmark: _Toc198575676]Section 1: Role Reflection 
Considering my placement within the Housekeeping division of Novotel Paddington, I performed the function of a housekeeping assistant. Within this role, my job involved ensuring cleanliness in guest rooms and public areas and assisting the housekeeping supervisors in providing room status updates. I collaborated with room attendants, supervisors, and the front office staff to ensure that guest expectations were fulfilled. According to Kolb's experiential learning cycle, an individual can reflect on their experience using concrete experience, reflective observation, abstract conceptualisation, and active experimentation (Singh, 2023). When I practised in my work on a daily basis, I noticed that supervisors of the Housekeeping department had to excel in leadership and delegation, communication, and teamwork, and problem-solving and decision-making. Strong leadership within the hospitality sector is essential during peak hours when room turnover should be efficient but effective. Delegation was important since supervisors needed to delegate duties according to staff availability, room priorities, and the requests of the guests. Communication within the workforce is important within the hotel sector as the supervisors need to communicate with their workforce (Halim et al. 2021). Problem-solving and decision-making were imperative in handling unexpected problems like maintenance issues or complaints from the guests. Looking back at a particular incident, I can remember a weekend when there were a number of early check-ins that coincided with staff shortages. The housekeeping supervisor handled this situation by allocating tasks effectively by organising room attendants into batches according to room locations. This was an example of positive leadership and functional decision-making. The outcome was a seamless transition with few delays and excellent guest satisfaction. On the other hand, I witnessed a communication breakdown when a supervisor did not communicate room priorities to the staff. Some of the rooms were not made up by the time the VIP guests arrived. This has led to department tension and guest dissatisfaction. This demonstrated how a lack of communication could affect workflow and tarnish the reputation of the hotel. Through these examples, I have gained the importance of prompt and clear communication, and that pressure leadership can motivate a team. Abstract conceptualisation of such scenarios enabled me to realise that effective management is not merely about giving orders but also about encouraging and energising the team, foreseeing issues, and being flexible. I understood that my capabilities include being reliable, meticulous, and collaborative. I frequently initiated taking room readiness checks and assisting team members behind schedule. 
[bookmark: _a2aiyrk2jbep][bookmark: _Toc198575677]Section 2: Management Performance & Guest Service Analysis 
While on placement in Novotel Paddington's Housekeeping department, I was in a position to monitor and assess management performance within the overall context of guest service operations. The most major influence was the management style practised by the supervisors. Utilising principles from Management and Organisational Behaviour, the leadership style is situational, which varies according to staffing levels and guest demand (Naqash, 2025). For example, in high occupancy, managers gravitated toward a more directive leadership mode, delegating particular tasks and keeping close track of progress to keep things efficient. But in off-peak times, supervisors went with a more democratic style, inviting feedback from room attendants and building feelings and trust. I discovered that the more supervisors used transformational leadership, the more motivation, followed by enhanced performance and a pleasant work environment. As for health and safety compliance, the housekeeping staff uniformly showed compliance with industry regulations and company policies. All of my observations conform to the provisions of the Health and Safety at Work Act 1974, where employers are expected to take care of their stakeholders' well-being (Leka and Jain, 2021). Appropriate training on how to use cleaning chemicals under COSHH Regulations 2002 was provided to the staff. For instance, colour-coded cleaning chemicals were utilised to avoid cross-contamination, and manual handling training was implemented to avoid the risk of harm when lifting heavy mattress bags or linen. Checklists and audits of housekeeping were performed on a daily basis, demonstrating best practices in compliance. Furthermore, supervisors ensure that all incidents are documented in accordance with RIDDOR. The focus on safety and health helps to build guest satisfaction, as rooms and communal areas are always tidy and free of hazards. Organisational culture at Novotel Paddington played a role in influencing staff morale and the customer experience. Connecting this to the Personnel Resourcing & Development, the culture becomes inclusive and respectful. The multicultural workforce created a mutual understanding and cooperation. Supervisors reinforced equality and facilitated open communication, which were features of Hofstede's Cultural Dimensions, specifically in dealing with power distance and individualism in a team-based environment. Daily team briefings and multicultural celebration events reinforced this inclusive culture. Consequently, service delivery was uniform, with staff happy to assist one another across shifts in order to meet guest requirements. The effect on guests was apparent, illustrating how internal culture positively contributes to external service quality. Moreover, guest expectations were engaged and promoted with cross-marketing and service delivery strategies that referred to the Hospitality and Guest Services. The Housekeeping department played a key role in protecting the overall image of the brand by maintaining high levels of cleanliness and comfort (Chatterjee, 2022). Moreover, feedback mechanisms were employed to collect guest feedback, which was then discussed during daily briefings. This data-driven strategy underscored the SERVQUAL model, where dimensions of service quality are constantly being measured (Sumi and Kabir, 2021). Marketing strategies to promote sustainable practices and boost the perception of the brand.
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In my placement within the housekeeping department of Novotel Paddington, a major issue that consistently affected guest service was late room readiness. In spite of the high standards maintained by the team, there were frequent delays due to slow departures between the front desk and housekeeping. This problem directly impacts the guest experience, as many guests were made to wait in the lobby. Check-in is one of the most defining guest moments in the hospitality sector (Busser et al. 2022). Reliability is one of the five primary dimensions of SERVQUAL used in measuring service quality, which is followed by dissatisfaction in the future (Jonkisz et al. 2021). Moreover, operational lag in service delivery can have a profound influence on guest satisfaction. This can add a burden on front office personnel and can result in negative online reviews. To solve the problem, I suggest a three-point plan of improvement regarding improved communication. The first step is to implement a real-time room status communication system between the front office and housekeeping. Currently, delays are compounded by outdated verbal communication or manual updates. A digital solution such as Opera PMS with mobile housekeeping functionality would allow supervisors and room attendants to instantly update room status. This is consistent with sector practice as major hotels have welcomed smart hotel technology to automate processes (Negro, 2022). The anticipated effect is a drastic cut in miscommunication, improved prioritisation of room cleaning, and precise check-in times communicated to guests. Another prominent action is implementing staggered shift scheduling for housekeeping staff on busy days to have more staff available at peak times. During my placement, I noticed that a majority of room attendants started work early morning and were done by late afternoon. This operational shift follows workforce planning practices suggested in Personnel Resourcing and Development, where scheduling is required to match labour resources (Pooya et al. 2021). The last step involves creating a predictive room readiness dashboard, based on past occupancy trends and data, to project demand. For instance, if a high number of early check-ins is predicted for a given day, then it would automatically alert additional staff or initiate early servicing of the empty rooms.
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Therefore, my overall placement at Novotel has provided me with significant insights towards the operations of housekeeping and excellence in guest service. I had met the objectives successfully for understanding how the operational strategies impact guest satisfaction.
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