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Introduction
This log was written based on what I observed and learned while working with the Housekeeping and Maintenance teams at Hilton London Croydon. Both departments are important in maintaining a clean, safe, and functional environment on a daily basis. Even though I did not actually work on either team, I gained a decent amount of insight by talking with coworkers, observing how supervisors ran things, and shadowing a few tasks during slower periods in my placement. I noticed that the hotel operates with a strong sense of teamwork across departments, especially when there is a high volume of guests or an event is happening.
My initial learning objectives were: 
1. Understand how behind-the-scenes departments like housekeeping and maintenance contribute to guest satisfaction.
2. Observe how leadership and task delegation function in non-guest-facing roles.
3. Evaluate how technical systems and health standards are upheld and integrated into daily hotel operations.

Section 1- Role Reflection
I utilised Gibbs’ Reflective Cycle to reflect on my placement experience and make sense of how it has helped me grow, particularly in understanding how behind-the-scenes teams operate.
Observation
Although my primary role was guest-facing, I often worked closely with Housekeeping and Maintenance on several occasions. At first, I did not think much about what went on in those areas, but I quickly realised how much they contribute to the guest experience. I saw them handle all kinds of urgent issues, such as broken door locks or rooms that needed last-minute cleaning before a check-in. These teams are not always visible to guests, but they play a very important role in keeping everything running smoothly. What stood out was how much they relied on quick communication and having supervisors who could stay calm and keep things moving (description phase). 
Observing Leadership
Supervisors had to be adaptable and make fast decisions. I recall an instance when several VIP rooms needed to be ready earlier than expected, and the housekeeping manager completely reshuffled the roster within minutes. Maintenance leaders, too, had to figure out which tasks needed urgent attention and which could wait, especially when short-staffed.
Some of these observed actions and decisions align with what García-Buades et al. (2024) noted about how housekeeping leadership involves emotional labour as well as meeting standards. And Longart (2020) mentions that maintenance often must balance urgent fixes with scheduled tasks. Their leadership demonstrated a habit of analysing situations under pressure without losing focus (evaluation and analysis phase).
Examples 
· A guest staying long-term was not happy with how often the room was cleaned. The manager actually sat down with them and worked out a plan that suited both sides. The guest seemed genuinely happier after that.
· A wedding guest needed their suit dry-cleaned that same day, but our service could not do it that quickly. Even though it was offered for free, the guest still left unhappy. I realised that when services are outsourced, our control over delivery times is limited (conclusion phase)
I believe I performed well under pressure and helped various teams stay connected. At the same time, I realised that the internal logistics of linen flow and maintenance scheduling are areas I have not yet fully grasped (feelings)
Action Plan
· Go through past maintenance logs
· Learn how cleaning delays are reported
· Ask to shadow the maintenance lead for a shift 
Section 2- Management Performance and Guest Service Analysis
Management Style
Leaders in both departments employed a practical, transformational leadership style, motivating their teams through empowerment, shared responsibility, and mutual respect (Fathy, 2023). Maintenance staff were encouraged to identify root causes of recurring technical faults and suggest preventive solutions. Similarly, housekeeping supervisors fostered autonomy by trusting staff to manage guest-specific requests, such as adapting cleaning preferences or coordinating linen changes.
This leadership style aligned with what I studied in the Management and Organisational Behaviour module, which highlighted how transformational leaders boost morale, encourage innovation, and reduce staff turnover (Fayed and Fathy, 2022). Staff in both departments reported high job satisfaction and low conflict levels, likely because their contributions were recognised and their voices heard. This leadership approach also created an environment where staff felt empowered to take initiative, especially during high-pressure situations such as back-to-back event turnovers or technical breakdowns.
Health and Safety Compliance
Fire safety audits are conducted every six months, and all staff receive first-aid training, as well as ongoing refresher courses. Observations revealed a strong culture of accountability, particularly in maintenance, where clear signage, caution protocols, and follow-up checks were consistently used to accompany repairs. The use of biosacks (biodegradable waste bags) in housekeeping reflects both health and sustainability awareness (Sharma and Kaushik, 2021). Lost-and-found procedures were also clearly defined and legally compliant, including timelines for disposal and secure handling of valuable items such as passports or electronics. These practices ensure regulatory compliance and instil guest trust.
Culture and Teamwork
Both departments operated in a generally collaborative culture, built on mutual respect and shared goals. However, occasional communication gaps were noted (especially between housekeeping and food and beverage), leading to short delays during peak hours. This reflects Hofstede’s cultural dimension of individualism versus collectivism, suggesting that while some teams operate with interdependence, others may require structured interventions to improve cross-functional interaction (Brody, 2016).
A notable example occurred during the extended stay of a football team. Room turnover was delayed, but prompt communication between maintenance and housekeeping allowed for rapid resolution, minimising guest inconvenience. Such situations highlighted the value of real-time coordination and the flexibility of staff working beyond departmental boundaries.
Marketing and Guest Experience
Although not conventionally involved in marketing strategy, housekeeping and maintenance have a direct impact on the perceived value of a hotel stay. Guests frequently leave reviews commenting on the cleanliness, room condition, and responsiveness to issues such as faulty air conditioning. A single overlooked detail, such as dust on a surface or a slow repair, can result in a poor rating, negatively impacting a brand's image on platforms like TripAdvisor or Booking.com.
This aligns with Fill’s DRIP model (Differentiate, Reinforce, Inform, Persuade), where operational consistency reinforces brand credibility (Fill, 2011). Additionally, as discussed in Mchigani et al. (2019), innovative housekeeping practices not only increase comfort but also elevate brand positioning by exceeding guest expectations (Mchigani et al., 2019). In this way, these departments function as silent marketers, significant to guest satisfaction, loyalty, and repeat business.

Section 3: Guest Service Improvement Plan
One problem I consistently noticed during my placement was the delay in preparing rooms, especially when the hotel was extremely full or hosting consecutive events. Often, it resulted from miscommunication between housekeeping and maintenance.  I observed situations where maintenance personnel were still working in a room when housekeeping had already been sent to clean it. Nobody was really at fault; it just was not lined up correctly. And then that created a bit of a chain reaction. The front desk staff ended up trying to explain the delay to the waiting guests, which was not ideal for anyone involved.
It made me consider that this was not a workload issue so much as a coordination one. I recall coming across something Singh (2014) said about how poor handovers between departments can disrupt service flow. That clarified things for me. Hsu et al. (2011) also found that having shared logs helped reduce delays in some areas. Waworuntu et al. (2024) noted that teams performed better when they had clear schedules and less confusion. That helped me see the situation more clearly.
What might help is a shared digital system that displays, in real-time, which rooms are still being worked on and which are ready for cleaning. Something visible but straightforward to both teams. ASET (2024) supports the use of this type of technology to resolve communication breakdowns, and it seems practical.
Conclusion
Although I was not directly involved in either department, watching how this played out helped me realise how small gaps between teams can affect guests. Introducing the right tools and better coordination could really make a difference across departments.
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