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As part of the 10-week placement, I was placed in the TY Newport hotel, New port Wales. Placement aimed to gain hands-on experience in guest services and operations. TY Newport opened in June 2024 and is part of The Celtic collection, a chain of luxury hotels and resorts across the UK, as the largest all-electric hotel in Wales. I was assigned to the housekeeping department of TY Newport, which is responsible for maintaining organisational service standards in all its operations and services, including in-housekeeping such as cleanliness in rooms and common areas, restocking amenities, ensuring comfort and ensuring operational efficiency, guest satisfaction and safety. Additionally, they handle requests from guests, manage laundry. The hotel has 146 rooms, a restaurant and bar, an activity suite, a meeting and events facility, and is located close to the M4 motorway and is well connected with all the public transport links. (TY hotels,2025) 



Discussing the guest experience, guests can enjoy maximum comfort with a strong focus on sustainability and energy-efficient practices. A good number of guests look for Sustainability and eco practices while choosing a hotel. (EHL Insights, 2025)TY Newport has incorporated this in all their practices, including housekeeping. I could improve my professional skills working under a Structured system that ensures the shared goals are achieved on time to provide the best quality comfort and experience for their valued customers. The rooms are highly stylish, offering walk-in showers, premium toiletries, fresh linens and other premium in-room amenities and offerings. I was assigned to accompany a supervisor to check if the rooms are timely prepared and ready to welcome guests through maintaining excellent coordination across the housekeeping team, front desk and relevant services. The public areas, such as the lobby, lounge and restaurants, are also kept extremely clean through regular checks and monitoring. Shadowing supervisor helped me to learn how the system works under supervision with proper guidelines, service standards, strict guidelines, best practices, collaboration, time management, etc and how the supervisor conducts monitoring and regular quality checks to ensure the task completion at required standards.  The housekeeping department is maintaining proper records and data-driven reports, and gives utmost priority to guest online/offline feedback for improvement (TY Hotels, 2025) 
The issue identified is a lack of motivation and teamwork due to the workload during full occupancy, especially during local events, which will be analysed by using the Gibbs reflective framework, which was developed by Graham Gibbs in 1988. It is a structure to learn from experience through 6 distinctive steps: Description, feelings, evaluation, analysis, conclusion and action plan (Jasper 2013) 
The leadership is the strongest variable in creating a positive organisational culture, employee motivation and improved efficiency. (Armstrong and Taylor, 2020) For example, Julie Hammond (CEO of Celtic Collections) is more of a transformational leader with a vision and empowerment, where she focuses on building and empowering the team with passion and innovation to support future growth.(Notarnicola et al., 2024) This service philosophy and people-oriented culture best align with a transformational leader, and I observed the same approach has been adopted  within the housekeeping department as well. The employees are offered training and development opportunities to grow within the company, to upskill and reskill to adapt to the trending demands of the roles. I have observed that the supervisors act as mentors rather than leaders. The Celtic journey highlights “ tell us your aspiration, we will support you “, shows a participatory leadership approach as well, that demands a collaborative effort to achieve a common goal (Sherovska, 2023) by offering growth opportunities through leadership programmes, apprenticeships, educational programmes, and employee welfare programmes and drives innovation (Celtic collections, 2025)

To describe the situation regarding shadowing the supervisor involved thorough observation, assisting the supervisor with their daily duties, such as assessing daily requirements, assigning staff, checking inventory requirements, health and safety checks, addressing special requests, resolving problems, offering guidelines, etc. The problem occurred during a local event in Wales, and there were absentees on short notice. The hotel was fully occupied. Being a new hotel and a new team, I had observed that they lack motivation during challenging especially due to staff shortage. The specific issue had resulted in guest complaints regarding delayed check-ins. A guest raised concerns over delayed check-ins and service delays, which happened due to the increased workload.

 Regarding feelings, as a placement trainee, I was not in a position to be directly involved until the supervisor demanded the same. Therefore, I felt anxious and empathised with the team members and also felt that it is crucial to develop work-based skills such as interpersonal skills, leadership skills, communication skills, and decision-making skills to deal with the situation. 

To evaluate. Things went well, are the experience helped to understand the importance of leadership,  communication, work-based skills, teamwork and its impact on working under pressure. It was clearly visible that even a supportive, enthusiastic leader needs organisational and resource support to keep the team balanced. The things that did not go well are the lack of resources and, lack of coordination between teams, which created obstacles for smooth operational efficiency under pressure, causing service failure. 

To analyse based on a theoretical perspective, Herzberg’s Motivation-Hygiene Theory is relevant as it explains,  only an external framework of work processes will not create a healthy environment, but motivation from leadership is also inevitable  (Mare, 2022). A good salary, healthy working conditions, etc, can lower dissatisfaction it will not necessarily motivate. But factors such as growth opportunities, recognition, rewards, etc, have the ability to create motivation, which makes the employees work harder for achievements (Mare, 2022). I realised the importance of strong leadership to recognise and motivate, manage, through proper channels, to fulfil responsibilities. Also, McGregor’s Theory Y, the manager believed the employees are self-motivated and independent, but failed under contingency. The team was working in overload with additional burden, where a Theory X approach with micro management would have been better, with clear instructions and close monitoring. (Dr. Aida Mehrad and Nasser Al Harrasi, 2025) Maslow’s hierarchy of needs can be classified into two: deficiency needs, which are basic needs and growth needs, which will emerge once the basic needs are met. In a hospitality context, good relationships with colleagues, positive culture, team support, etc, then the need for recognition, professional development, etc, will arise. Since the employees are still struggling to get support during emergencies,  the motivation and efficiency level will be low. (Al-Badarneh and Saleh Ahmad Malkawi, 2025)

 
The issue is significant and needs urgent attention as this service directly affects guest satisfaction and operational efficiency. The customer shared feedback that he chose the brand because of the reputation of the Celtic collections brand image, and expected better service.  
To conclude, shadowing a supervisor and assisting helped me to understand the leadership aspects of the role a well. From the Hospitality & Guest Services module, I learned that guest satisfaction relies on consistent quality service delivery. A motivated team perform at their best and creates a positive impact on guests regarding he brand. I found the employees are less motivated due to a lack of recognition of their effort in the contingencies. A three-step plan is prepared to improve motivation and efficiency.
--

Three-Step Improvement Plan

Step 1: An employee engagement survey - Time frame ( Oct 11-15th) to collect feedback on current  learning and development programmes and employee welfare
Step 2 - Conduct regular leadership training, leadership programmes among employees, and  crisis management training to  upskill them to strengthen their skills and qualities (an ongoing process) 
Step 3: Based on the feedback of the survey, revisit standard operational procedures  for daily housekeeping, contingency procedures, resource utilisation, communication between various channels, recognition methods, etc and make necessary modifications - 


In short, Being a service, directly impacting guest satisfaction and smooth operation, I clearly observed that the hotel’s housekeeping department is highly equipped with strong leadership, facilities and services in place to offer commendable, high-quality has a vital role in housekeeping and allied services to its valued customersThe placement offered opportunities to observe and gain practical experience on managerial and operational aspects of housekeeping and its impact on guest service and operations. In the future, I will improve my leadership and supervisory skills and all relevant work-based skills to improve myself in the hospitality sector.  
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