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Introduction
During my Level 6 hotel placement at Novotel London Bridge, I chose to focus on the Housekeeping Department. Novotel London Bridge is known for its high standards of service, offering a wide range of amenities including comfortable rooms, a fitness centre, meeting spaces, and a renowned restaurant. The housekeeping team plays a critical role in maintaining cleanliness, guest satisfaction, and operational efficiency (Kotler, Bowen, & Makens, 2017).
The three key learning objectives I set for myself during this placement were:
1. To develop my leadership and team management skills in a real-world operational context.
2. To gain a deeper understanding of how the housekeeping team contributes to overall guest satisfaction.
3. To enhance my ability to resolve conflicts and manage guest complaints effectively.

Section 1: Role Reflection
Role Held During Placement
During my placement, I assisted the Housekeeping Department with the daily operational tasks necessary for maintaining a clean and welcoming environment for guests. I worked closely with housekeeping supervisors, providing support in both organizational and hands-on tasks. My role included ensuring that guest rooms were cleaned to a high standard, assisting in inventory management, and liaising with other departments to ensure smooth operations (Yukl, 2012). Additionally, I took part in the scheduling and delegation of cleaning tasks, helping ensure that all rooms were serviced promptly while maintaining high levels of efficiency.


Key Skills Required for Supervisors/Managers
Supervisors and managers in housekeeping need a variety of skills to ensure smooth operations. These include:
1. Leadership and Delegation: Effective leadership ensures that the team is motivated and productive. A supervisor must delegate tasks appropriately, ensuring each team member has a clear role (Lussier & Achua, 2015).
2. Communication and Teamwork: Clear communication is vital to avoid confusion and ensure tasks are completed efficiently. Supervisors must maintain open communication with both team members and other departments (Bujisic & Lee, 2017).
3. Problem-solving and Decision-making: Housekeeping managers must make quick decisions, especially when dealing with issues such as room delays or guest complaints (Herzberg, 1966).
Examples of Skills Demonstration
· Effective Leadership: During a particularly busy shift, I observed the housekeeping supervisor delegate tasks effectively, based on each team member's strengths and workloads. This helped maintain high standards of cleanliness while ensuring the team was not overwhelmed. This leadership approach significantly impacted team morale, as everyone felt supported and clear about their tasks (Brownell, 2013).
· Ineffective Communication: On another occasion, I witnessed a situation where communication broke down between the housekeeping department and the front desk. A guest had requested an early check-in, but the room was not yet ready due to delays in cleaning. The lack of communication led to a frustrated guest and a delayed room preparation. This highlighted the importance of clear communication and coordination between departments (Bujisic & Lee, 2017).


Action Plan for Professional Development
1. Improve Time Management: I will work on improving my ability to prioritize tasks more effectively, ensuring I can meet deadlines without compromising on quality (Yukl, 2012).
2. Enhance Leadership Skills: I plan to undertake leadership training to understand better how to motivate a team and delegate effectively (Lussier & Achua, 2015).
3. Develop Communication Skills: I will actively seek feedback on my communication style and aim to improve my clarity and effectiveness in both verbal and written communication (Bujisic & Lee, 2017).

Section 2: Management Performance & Guest Service Analysis
Management Styles
During my placement, I observed a range of leadership styles. The housekeeping supervisor primarily used a democratic leadership style, where input from team members was encouraged, leading to higher levels of engagement and a collaborative atmosphere. This was in line with the theories I studied in Management & Organisational Behaviour, where democratic leadership is often linked with increased staff motivation and productivity (Behrens, 2015). However, at times, there was a need for a more authoritative approach when tasks were delayed or not completed according to the standards expected. The shift in leadership style when necessary reflected an awareness of the need for balance in motivating and ensuring compliance (Baum, 2008).
Health & Safety Compliance
Health and safety were rigorously maintained in line with both industry standards and relevant legislation. Housekeeping staff were trained on the proper use of cleaning chemicals, ensuring they adhered to Health and Safety Executive (HSE)regulations (Brien, 2019). I noticed regular safety checks were conducted, and all cleaning equipment was stored safely to prevent accidents. This adherence to standards aligns with the Health and Safety at Work Act 1974, which was integral to ensuring a safe working environment (Herzberg, 1966).

Culture & Teamwork
Organisational culture played a significant role in the functioning of the housekeeping team. The hotel's inclusive culture, which promotes collaboration and openness, greatly influenced staff morale. This directly impacted guest satisfaction, as happy, well-supported employees provided better service. I could link this observation to Personnel Resourcing & Development, where the importance of an organisational culture that supports teamwork and employee well-being is well-documented (Brownell, 2013). It became evident that fostering a positive work environment led to improved operational efficiency and guest service.
Marketing & Guest Experience
In terms of guest experience, the housekeeping department significantly influenced the perception of cleanliness and comfort. I observed that housekeeping played a key role in meeting and exceeding guest expectations, which aligns with the principles discussed in Hospitality & Guest Services (Kotler, Bowen, & Makens, 2017). The team ensured rooms were not only clean but also maintained the hotel’s brand image, with high standards of cleanliness enhancing the overall guest experience. The department’s efficiency was crucial in fulfilling the hotel’s promise of delivering excellent guest service (Jang & Namkung, 2009).

Section 3: Guest Service Improvement Plan
Identifying Key Issues
One of the key issues affecting guest service in the housekeeping department was service delays. Although the team worked hard to maintain high standards, the turnover of rooms in peak periods sometimes led to delays in cleaning, impacting guest satisfaction (Lee & Jang, 2013).

Justification of the Issue
Service delays can lead to dissatisfied guests, as studies on guest expectations and service recovery highlight the importance of timely service in the hospitality industry. According to research, delays in room readiness can result in negative guest experiences, potentially damaging the hotel's reputation (Huang & Hsu, 2010).
Improvement Plan
1. Operational Change: Introduce a room inspection checklist that would streamline the cleaning process and reduce time spent on each room. This would ensure all staff are on the same page regarding cleaning standards and expectations (Yukl, 2012).
2. Alignment with Industry Best Practices: Implement technology-driven solutions, such as automated room status updates, allowing the front desk to communicate more efficiently with housekeeping. This aligns with best practices seen in other high-performance hotels (Baum, 2008).
3. Impact on Guest Satisfaction: By reducing service delays, guests would receive their rooms more promptly, leading to higher satisfaction levels. Additionally, this would improve the hotel’s operational efficiency, reducing stress for both guests and staff (Kotler, Bowen, & Makens, 2017).
Conclusion
Reflecting on my experience at Novotel London Bridge, I feel I have achieved my learning objectives. I developed my leadership skills by taking on more responsibility and observing different management styles. I also gained a better understanding of how the housekeeping department impacts guest satisfaction and learned the importance of effective communication and problem-solving. Furthermore, I now appreciate the significance of aligning operational practices with industry best practices to enhance both employee well-being and guest experience (Lussier & Achua, 2015).
Through this placement, I have learned valuable lessons that I will carry forward into my future career in hospitality management.
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