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[bookmark: _Toc200494664]Introduction
As for my experience, I was at Leonardo Hotel East Midlands Airport for 10 weeks, I was employed in both the Front Office and Housekeeping departments. The purpose of this reflection is to show that in Housekeeping, I had direct experience in preparing rooms, sorting out linens, handling chemicals and coordinated with other departments. According to Maslow's Hierarchy of needs, cleanliness and safety meet guests' most basic physiological and safety demands (McLeod, 2025).  For a better experience and more happiness, these demands must be addressed.   The Housekeeping group is needed to attain these goals. My three learning objectives were:
1. To understand the daily operations and responsibilities within housekeeping.
2. To develop professional communication and teamwork skills.
3. To learn how to maintain safety and hygiene standards in line with industry best practices.
 

[bookmark: _Toc200494665]Section 1: Role Reflection
I will express my experience thorough Gibbs Reflective Cycle Developed by Graham Gibbs in 1988 (Gibbs, 1988).
[image: Gibbs Reflective Cycle]
Figure: Gibbs Reflective Cycle
Source: (Gibbs, 1988)
Description:  I learnt how to handle linens, put wagons in order, apply chemicals safely, throw away broken things, and report maintenance problems as a member of the Housekeeping Department. I had to tell other personnel and tourists about any extra services that were needed. This maintains the hotel clean and safe, which makes clients pleased and helps the hotel run more smoothly. Clear communication and paying attention to the details help keep service standards high and stop problems from happening. 
Feelings: When I started, the physical aspect of the work and the fast pace of everything made me feel rather nervous. With the right help, I managed to become confident and began enjoying working as a team.
Evaluation: It helped me a lot to handle guests who needed more items because of my former experience in customer service. The need for effective communication between the departments became obvious when they had to solve problems that required quick attention.
Analysis: A supervisor in housekeeping must know how to lead and give tasks to employees. Experienced supervisors pushed their teams to do better, checked that the team remained safe and controlled how much work was done during crowded days. According to Ntalakos, Belias and Koustelios (2023), strong leadership in hospitality ensures task efficiency and team morale. Our supervisor gave tasks to people based on what they were good at which improved our team’s efficiency. At another point, not handling the team properly meant that rooms were checked more than once which held up the turnover procedure.
I had to rely on speaking and working along with my teammates. I learned how to pay attention, ask for more explanation and operate radios. Musheke and Phiri (2021) highlight that communication is a central component of organisational behaviour and contributes to successful teamwork.
For example:
1. Since the hotel was sold out for the whole weekend, our team was expected to finish preparing 30 rooms by noon. Our boss handed out clear tasks and kept us informed which allowed us to finish our work within the set time.
2. On a different occasion, employees learned too late about using the VIP room which caused the preparation to be held up. As a result, I reduced the chance of errors by following instructions and checking the room status via boards.
Conclusion: My strengths included acting assertively, having a great attitude and showing respect to every guest and employee. It is important for me to improve at monitoring my time during hectic shifts and remaining calm when pressure rises.
Action Plan:
· Attend workshops on time management and stress handling.
· Continue practicing active listening with colleagues and supervisors.
· Volunteer to support more room inspections to build efficiency and confidence.


[bookmark: _Toc200494666]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200494667]Management Styles
I noticed that in the housekeeping team, supervisors supported giving feedback and included staff in important decisions. According to Woods (2021), democratic leaders promote motivation through inclusion. Using this approach boosted our morale and helped us do our work better since we felt important. Nevertheless, when things got busy, a direct leadership approach would have stopped employees from being confused.
[image: 9 Most Effective Leadership Styles in 2025]
Figure: Democratic Leadership Style
Source: (Vantage Circle, 2020)
This observation aligns with theories I studied in Management & Organisational Behaviour (Level 5), where we learned that situational leadership is effective in hospitality because it adapts to the needs of the team and situation (Said, Triatmanto and Sunardi, 2024).
[bookmark: _Toc200494668]Health & Safety Compliance
It was necessary to focus on safety because chemicals and heavy items were always involved in housekeeping. I was trained in COSHH (Control of Substances Hazardous to Health) and manual handling. I was taught to check labels, put on PPE and keep my hazardous supplies in the right place. The Health and Safety at Work Act 1974 underpins these practices, ensuring a safe working environment for all employees (Hughes and Ferrett, 2022).
Using colour-coded cloths and arranging regular assessments of risks were some of the standards the hotel followed from the industry. Because of this, staff members were safeguarded and the number of hygiene-related complaints from guests fell off, mainly once the pandemic ended.

[bookmark: _Toc200494669]Culture & Teamwork
Leonardo Hotel’s encouraging and friendly culture made both employees and visitors feel satisfied. Staff from diverse backgrounds collaborated well, reflecting what I learned in Personnel Resourcing & Development (Level 5). Hofstede’s cultural dimensions theory also helps explain how respect for individual values and effective communication builds team cohesion in multicultural environments (Khairi, 2024).
There were regular team gatherings and the organisation praised workers for their achievements to increase enthusiasm and team involvement. Because of this effort, people visiting the establishment were satisfied with the cleanliness of their rooms and the friendliness of the staff.
[bookmark: _Toc200494670]Marketing & Guest Experience
Cleanliness plays a big role in how a company’s brand is seen by customers. The management used little touches such as towel shapes and scent diffusers to make guests happy. Explored in Hospitality & Guest Services (Level 4) that service differentiation plays a key role in repeat business (Jerab and Mabrouk, 2023).
How the hotel focused on every detail was a helpful tool to attract guests. Many reviews by guests on TripAdvisor talked about housekeeping quality which agrees with our lessons about how to manage a hotel brand by providing a good guest experience.


[bookmark: _Toc200494671]Section 3: Guest Service Improvement Plan
Issue Identified: A major challenge I noticed was that preparing rooms on time was harder during busy hours when customers checked in and out many times. It usually resulted in disappointed guest reviews at the reception area.
Significance: How your room is ready is important when new customer enter your home. Berinyuy (2021) stress that service reliability and responsiveness shape customer perceptions. A room that isn’t ready for a guest when promised can make them frustrated and probably stop using the brand.
Improvement Plan
1. Operational Change: Leonardo’s flagship, Leonardo PMS, is their own suite by GestioneAlbergo (Zucchetti) but they should also create a digital resource where staff in reception and housekeeping can cheque the rooms’ status in real time.
2. Industry Alignment: Many hotels now use Property Management Systems (PMS) like Opera Cloud or HotSOS to improve interdepartmental coordination (Rachmawati and Wardana, 2022). This way, there would be less misunderstanding and everyone would have instant updates on the project’s progress.
3. Expected Impact:
· Fewer guest complaints about room readiness
· Improved check-in speed
· Stronger collaboration between housekeeping and reception
· Enhanced overall guest satisfaction and likelihood of repeat bookings


[bookmark: _Toc200494672]Conclusion
On the whole, working at Leonardo Hotel East Midlands Airport has helped me understand the operations in the hospitality industry. I accomplished what I aimed to learn by improving my daily skills, understanding how teams work and realising how important great leadership is. Because of this experience, I am now more committed to my hospitality studies and know better what I should do next. 
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