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[bookmark: _Toc219206693]Introduction
My placement was in the housekeeping department of Hampton by Hotel in Luton Airport. The department offers various services, such as cleaning of rooms on a daily basis, replacing of amenities, laundry services, and room check-out and check-in preparation services. Furthermore, the house-keeping personnel facilitate public places by keeping clean the corridors, lounges, rest rooms so that the guests can have a friendly and hygienic environment during their stay (Joshi et al., 2022). During my placement, I was able to see the effectiveness of communication and teamwork in ensuring efficiency and guest satisfaction in the running of any operation. Nevertheless, there was an issue that I have observed, and it consisted of communicational breakdown among the supervisors and room attendants.
[bookmark: _Toc219206694]Discussion
[bookmark: _Toc219206695]Impact of Organisational Culture on Housekeeping Communication
In my experience at the housekeeping department of the Hampton by Hilton Luton Airport, I realised that organisational culture contributes to strong communication within the hotel between the supervisors and the room attendants (Mdletye¸ 2025). In various occasions especially when there was peak check-in, the supervisor gave instructions in a rushed manner without ensuring that all the team members knew their tasks. Personally, it was frustrating to watch staff members struggle to prioritise rooms and it was possible to feel that it brought some stress to the team. Taking this into consideration, I understood that it is the culture of the hotel to be efficient and guarantee the readiness of rooms in time (Hassan and Eassa, 2025). Linking this to my learning in Personnel Resourcing & Development, I recognised that a positive organisational culture should balance efficiency with effective communication to support both staff performance and guest satisfaction.
Schein Organisational Culture Model help me to better figure out this dynamic. Schein states that organisational culture exists at three levels, which are artifacts, espoused values and underlying assumptions (Williams, 2022). The distinguished artifacts of the housekeeping department were the transparent cleaning criteria and checklists of operation. The values espoused were efficiency, punctuality and keeping the Hilton standards in terms of brand. I thought that this assumption has provided an environment that the staff members were supposed to expect and follow directions. Although the supervisors were determined to uphold standards in the delivery of services, the manner in which they gave instructions will make them make mistakes or fail to do certain things. 
Also, I noticed that in situations when the supervisors did not confirm instructions, sometimes the guests had to wait longer to have their rooms ready. This confirmed to me the power of culture as both an internal value and instrument of real service deliverables (Barragan et al., 2023). When considering my future application of the practice, I realised that I have to be mindful of how any underlying assumptions within any team setting can affect the communication.
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The other important point that I considered was teamwork dynamics which influenced the provision of guest services directly. One day, when the morning was quite hectic, there were overlapping check-out time in some of the rooms and I realised that some of the room attendants were at cross roads as to the rooms to attend to. I was also anxious to watch the situation because I was able to see how the staff were struggling to handle multiple things. This experience taught me that good employees can be easily demotivated in teams whose roles are not well defined and where interaction is not well established (Băieşu and Boguş, 2023). Reflecting on this, I connected it to my learning in Personnel Resourcing & Development, understanding that positive teamwork requires both individual initiative and structured guidance.
Tuckman model of Team Development categorised into the stages of forming, storming, norming, performing and adjourning. Team members knew the common procedures (Norming), but there were moments of misunderstanding which demonstrated the role clarification and conflict that were not resolved (Storming) (Wan Yadri et al., 2024). I believed that in case the team can be more organized in terms of sharing tasks and responsibilities, the stress levels can be reduced, especially in order to cope with peak periods. This consideration made me realize that the development of teams is not a natural process, but supervisors have to be active in facilitating the progression of groups.
Peer support was also important according to my observation. An example was the time when an attendant in one room cannot know which room was given first priority, there were many other workers ready to join him or her. Such collaborative behaviour partially offset the adverse impacts of communication breakdowns, and I was relieved that teamwork in part overcomes system-wide problems (Manca, 2022). Considering this, I related it to my study in Personnel Resourcing and Development and realised that effective teamwork individually must have a positive input. Fully formed team roles and successful communication increase not only the level of operational efficiency but the staff morale and confidence as well, which eventually delivers a pleasant experience to the guests.
The effect of ineffective teamwork among guests was brought to the attention in one of the incidents. One house room was supposed to be all ready to check into by mid-morning but was put off after the two attendants thought that the other had cleaned the room. The incident that made me feel like a part of the team and the guest being slightly frustrated in my sight made me realise that service ramifications are felt instantly when communication breaks down between the front desk staff. 
I questioned myself as to how I would behave in such a similar future situation. I realised how important it is to actively clarify in situations when instructions are not clear and how it is necessary to support colleagues during the time of workload. I also learnt that supervisors are key in ensuring that teamwork is effectively done through open communication, clear distribution of roles and establishment of priorities so that all individuals are aware of the direction (Wang and Uysal, 2024). This reflection helped me to appreciate how theoretical models such as those by Tuckman can be used in practical situations in order to enhance effective team performance, and I realised that there is a direct relationship between teamwork, communication and guaranteeing guest satisfaction in the housekeeping department.
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	Step
	Operational Change
	Alignment with Industry Best Practice
	Expected Impact on Guest Satisfaction & Business Performance

	1
	· Introduce daily 10–15-minute team briefings at the start of each shift to clarify room priorities, allocate tasks, and address questions.
	· Daily briefings are recommended in housekeeping management to enhance communication, ensure clarity, and reduce errors. 
· Aligns with Hilton’s operational standards for effective teamwork.
	· Reduces confusion and improves workflow efficiency; ensures rooms are ready on time. 
· Guests experience consistently prepared rooms, improving satisfaction; staff morale increases due to clearer instructions.

	2
	· Establish a structured feedback and follow-up system where supervisors review completed rooms, provide recognition for quality work, and give constructive guidance.
	· Feedback loops are standard HR practice to support staff motivation and continuous development. 
· Encourages accountability and collaborative culture.
	· Staff feel supported and motivated, reducing errors and improving attention to detail. 
· Guests benefit from consistently high standards; staff retention and performance improve, enhancing overall operational efficiency.

	3
	· Introduce visual communication tools to communicate room assignments, cleaning status, and special requirements in real time.
	· Visual management tools are widely used in hospitality to reduce miscommunication and ensure task clarity. 
· Supports clear teamwork and operational transparency.
	· Staff experience less confusion and better coordination, especially during peak periods. 
· Guests receive timely room readiness; overall service reliability and staff satisfaction improve, positively affecting business performance.



[bookmark: _Toc219206698]Conclusion
With the opportunity to reflect on my placement experience in the housekeeping department at Hampton by Hilton Luton Airport, I realised that delivering a high-quality guest experience depends heavily on effective communication. Clear and consistent collaboration between housekeeping staff and supervisors is essential. Without this, operational efficiency is affected, and the overall guest experience can be compromised. The utilisation of theoretical approaches enabled me to comprehend how the existence of underlying cultural assumptions and team dynamics can affect the behaviour of staff members as well as the performance results. There must be a balance between operational efficiency and clear communication as well as collaborative practices.
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