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Introduction 
My placement was done in the housekeeping department, which is very important in determining the overall satisfaction of the guests. Among my most important job activities I learned was the daily printing and reading of operation reports, like trace reports and vacant rooms reports, associated with ensuring the adequate working process and guest room preparation. I did my placement in two large hotel groups: DoubleTree by Hilton Brighton Metropole and Ibis Brighton Station Hotel. At Double Tree by Hilton Brighton Metropole, I detected the broad variety of amenities available for guests with the inclusion of bars, a spa, gym and pool, which directly was contributing to the rigid operations of guest expectations.  Contrastingly, at Ibis Brighton Station Hotel, I observed that there were fewer facilities offered to the guests, which needs direct focus on the efforts of staff for the efficiency of operations. 
In order to advance my leadership and communication abilities within a realistic hotel environment, I was required to become competent in the thorough use of digital technology in housekeeping. Also, I needed to acquire a more detailed insight into the supervision and its correlation with obtaining guest satisfaction.
· 
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Gibbs reflective model 
Description
Within the housekeeping department in both properties, I was serving in a replacement role. I was assigned duties such as helping with checking on rooms every day, communicating with the front desk regarding the status of rooms, and checking service standards during peak check-in times. I worked at Hilton Brighton Metropole and saw how working in a big-scale hotel is complicated because housekeeping employees needed to cope with the pressure and high guest rates all the time. At Ibis, my overall experience was not at all less effective. However, it depended on efficiency and fast turnover. 
Feelings
I was excited yet anxious at first since, besides the specifics of housekeeping tasks in such a mass, I was unfamiliar with how to perform them at this level. As per Park et al. (2019), the procedures of housekeeping have less work with cleanliness and more with the function and neatness of the room. At Hilton, the morning departmental briefings provided me with insight into how inter-departmental communication has an impact on customer experience. Nevertheless, I also experienced defeats because of the guests’ needs, which were turned into the speed of the room preparation. 
Evaluation
For me, my most valuable aspect of placement was gaining an understanding of the role of effective communication between the housekeeping and front office and the ones taking care of the maintenance, which directly influenced the level of guest satisfaction. In one case, the lag in updating room status in the system also created a level of frustration among the reception personnel as well as among people waiting to be served in the system. Negatively, I had difficulties in time management, mainly at Hilton, since the expectations and operational standards of the guests and operations were high. 
Analysis
Through my overall experience, I confirmed the significance of communication and leadership ability in the operations of the hospitality industry. Rahman (2019) stated that problem-solving in a hospitality setting revolves around communication, and this is what I also experienced when the assigned room to the guest was dirty due to errors in the systems. The problem was solved by timely interdepartmental communication and reallocation of the rooms using the property management system. 
Conclusion
Most importantly, this experience made me come to the conclusion that communication is the key to leadership, problem-solving, and guest satisfaction. As per Hussain and Khanna (2019), guest satisfaction is the primary aim in the hotel industry. My time management problems also showed that I needed to be a better planner, but I was also able to focus and improve under those circumstances. 
Action Plan 
· Participate in training sessions on improved housekeeping machinery and technology. 
· Be more proactive about getting supervisor feedback and translating it into practice. 
· Communication is widely described in the form of exchanging information (‌Croucher, 2020). Keep up with a simple, involved communication framework with team members as a means of building team leadership. 
· Guest service and management performance analysis.
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Management Styles 
In my placement, I was exposed to various management styles. At Hilton, managers tended to employ a democratisation style where they could listen to employee feedback during pre-shift meetings that enhanced levels of engagement as well as motivation. In the Ibis case, the small team structure needed a more autocratic system to ensure efficiency in rapid turnovers. From the participative leadership approach, leaders here take guidance from some of the employees and accordingly make the decision on their own (‌Brown, 2023). In my case, embracing the two styles helped enhance my versatility as a prospective hospitality practitioner.
Health & Safety Compliance
I was observing that both hotels prioritised health and safety. In Hilton, compliance has been imposed by conducting regular training sessions, risk assessment exercises and strict housekeeping processes, particularly in areas that pertain to the use of chemicals and handling chemical equipment. According to travel with Purpose (n.d.), Hilton strives towards the highest standards in safety and security by aligning the utmost priority on forecasting risk and eliminating harm. Health and safety at Ibis placed more emphasis towards operational efficiency, including making sure to have quick and safe cleaning activities in the smaller rooms. 
Culture & Teamwork
I learned that a healthy environment in housekeeping hinged on work roles clarity, appreciation, and collaboration. According to Masri and Abubakr (2019), recognition helps drive motivation, and I was able to see this when the supervisors at Hilton provided positive feedback immediately when the workload levels were elevated. In Ibis, it was less structured because there were fewer people in the department, and the team had to stay united to achieve the short turnaround time.
Marketing & Guest Experience
Housekeeping contributes positively to the guest experience and is a concealed element. My notes revealed a direct relationship between the scores of guest satisfaction and the levels of cleanliness and room preparedness. According to Wynn and Lam (2023), the process of digitalisation is transforming the expectations of guests, and I also experienced this when staying at the Hilton, whereby the digitalised reporting systems made it possible to respond to the requests of the guests more promptly. At Level 6, compared to Level 4, in which my attention solely existed in performing the duties, I happened to be more conscious of the fact that housekeeping contributed directly towards brand image and brand loyalty.
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Key Issue
In my placement area at the housekeeping department, a similar issue was observed to be poor ineffective use of in-room technology to report on room preparedness and linen shortages. 
Significance of the Issue
This matter is particularly important since nowadays hotels depend more and more on digitalisation as a method to offer better experience to their guests. People want easy and customised services, with a minimum of delays, and without distortions in communication. As per my observations, I was thinking that hotel management must emphasise the adoption of technology, as they should. According to Youssofi et al. (2024), digital technology is broadly realised in the form of a valuable aspect in acquiring a competitive advantage in the market. In my placement, I realised that although the hotel had systems that existed then, they lacked effectiveness or were part of their integration between housekeeping and reception. 
Three-Step Improvement Plan
Step 1. Implement the Internet of Things 
Internet of Things sensors can also be applied to monitor room readiness and linen availability in the hotel automatically. In my place of work, I observed that manual reporting is delayed significantly. Internet of Things technology would ensure that real-time reporting to the reception and housekeeping is made available, minimising miscommunication.
Step 2. Key industry trends 
Robotic systems manage the processes and improve the efficiency in in-house operations like housekeeping. Implementing the Internet of Things with these trends will help the hotels to utilise the Internet of Things for customising the mobile controls, room settings and real-time services (Lüthy, 2025). 
Step 3. Guest satisfaction and business performance 
Guests in hotels can utilise the voice assistants to acquire the responses to common queries by enhancing the overall experience of guests. In context with the business performance, the Internet of Things & robotics trend assists the hotels in gathering and analysing the customer data to offer quality services. 
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Reflecting on my experience in Hilton and Ibis, it has made me realise that housekeeping plays the most critical part in guest satisfaction. I studied that operational excellence is possible through appropriate communication, leaders, and the use of technology. My Level 6 placement also required more responsibility, independent decision-making, and leadership capacity than my Level 4 experience. In the future, I will address the advanced digital tasks and real-time decision-making to enhance my career development and position myself for future management opportunities within the hospitality sector. 
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