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The housekeeping department is an important part of the hotel operation, ensuring cleanliness, hygiene and guest satisfaction (Thoriq et al., 2024). Maintaining 120 guest rooms a day at Holiday Inn Sunderland, the housekeeper coordinates with front office and maintenance teams for seamless guest service. Room cleaning, linen inventory, handling guests' requests and ensuring quality standards are their primary duties to maintain the hotel’s brand standards (Park et al., 2019). It allowed me to obtain practical experience in operational efficiency, team coordination, and guest service delivery models in housekeeping management.
Placement Learning Objectives
· Shadow the housekeeping supervisor to learn how shifts are reiterated, quality control and staff management.
· This will help to develop important skills: time management, teamwork, problem-solving, and so on.
· It will allow me to gain hands-on experience with Opera PMS for room status updates.
· Provide suggestions for solutions to organisational problems based on theoretical frameworks.
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Shadowing a Supervisory Role in Housekeeping
During my placement with Holiday Inn in Sunderland, I shadowed the housekeeping supervisor and understood how they schedule staff, clean rooms, and meet guests' requests. I performed daily tasks at this job, including checking in on at least 15 to 20 rooms for every shift and consistently verifying that these rooms were up to the hotel's brand standards. I also informed Opera PMS of the standard room statuses so that housekeeping could communicate with the front office in real time.
Using Gibbs’ Reflective Cycle, I analysed a significant experience:
· Description: The guest complained at the front desk because they were assigned a room that was not cleaned.
· Feelings: I was concerned about the delay and wanted to understand how the issue happened.
· Evaluation: The problem was a miscommunication between housekeeping and the front office, which did not update the room status properly. The guest was assigned to another room, but it highlighted a need to improve the coordination.
· Analysis: It was an analysis regarding the lack of accurate time room status tracking. This indicates the importance of the system being accurate and communicating.
· Conclusion: A preventative measure would allow departments to coordinate more efficiently and reconfigure redshift briefings.
· Action Plan: I proposed a daily meeting between the housekeeping and front office staff to update the room status.
Handling guest complaints was something I learned in this experience as it developed my problem-solving and teamwork skills. It also gave technical tips in Opera PMS on which information ensured the particular information was entered very correctly so that service failures did not happen (Thoriq et al., 2024). Hence, I applied Gibbs’ Reflective Cycle to relate practical experience with theoretical knowledge to gain more depth on hospital operations and guest service standards. 
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Key Skills Encountered in Housekeeping Operations
· Time Management and Efficiency: Time management is also important in housekeeping at Holiday Inn Sunderland because the hotel has 120 rooms and need to be cleaned daily. I saw how the Housekeeping Supervisor worked to manage their rooms first, VIP guests and early check-ins first. The first challenge was balancing speed and quality because I needed to be efficient in cleaning each room thoroughly whilst meeting check-in deadlines; as a result of that experience. I improved my ability to work away under time pressure, prioritise the right tasks, and learn to work faster, without sacrificing cleanliness.
· Communication and Teamwork: Smoothly running depends on housekeeping and front office coordination (Bardi, 2010). I regularly updated room status in Opera PMS to show available rooms at the front desk. This could lead to delays in updating the system, which causes miscommunication, guest dissatisfaction, and inefficiencies (Josephi and Melissen, 2017). I also participated in morning briefings where my supervisors would discuss guest requests, maintenance needs and special room requests. It helped minimise errors as well as streamline the communication between departments.
· Attention to Detail and Quality Control: There was a real need to monitor detail to ensure rooms met brand cleanliness standards. So, I checked for dust, stains and misplaced amenities and then saw how the supervisors did spot checks to ensure a consistent run of it. Even the most minor things can ruin a guest's perception, such as a misaligned bedsheet or an unpolished mirror (Ratnoday and Rana, 2021). It helped me to understand the significance of quality assurance in hospitality operations.
The direct effect is not on the hotel revenue; housekeeping affects guest satisfaction, online reviews, and hotel reputation. The housekeeping team also has a significant role in keeping high service standards by ensuring that rooms are cleaned efficiently and thoroughly (Hsieh, Hirudayaraj and Hsieh, 2025). More importantly, having a good housekeeping department helps smooth operations in the hotel, avoiding delays at check-in and suggesting that a clean house promotes a pleasant experience in the forest.
Moreover, In Opera PMS, I developed skills for the real-time status of rooms and learned about the management of linen inventory to avoid shortages. Johnston et al. (2012) applied operational efficiency theory to explain how operational efficiency is achieved through people, processes, and technology integration in housekeeping.
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Identified Issue in Housekeeping Operations
At my placement assignment at Holiday Inn Sunderland, I saw that staff shortages were the central issue in the housekeeping department. Due to the lack of staff availability, housekeepers also had to clean 18 to 20 rooms per shift, resulting in increased pressure and loss of efficiency. This issue caused delays in roominess, especially during the higher check-in periods, and consequently decreased the level of guest satisfaction (Narendratama and Wijoyo, 2025). On top of that, the staff received a lot of work and often could not keep up with the quality of the service expected from the hotel, so sometimes there were complaints about the cleanliness.
Impact on Guest Satisfaction and Operational Efficiency
In numerous ways, hotel operations were directly impacted by the staffing issue. First, because rooms were not cleaned properly on time, more guests checked in late, which would bring more dissatisfaction and negative reviews about the hotel (Yang, Lin and Magnini, 2024). Second, the heavier workload caused the staff to be tired, and they did not have the conscious vigilance required to perform at the top of their effectiveness. In addition, the front office failed to notify departments when room availability updates were accurate.
Proposed Solutions with Theoretical Support
One solution is to set up a flexible staff scheduling system to make the workload more even. Herzberg's Two Factor Theory posits that these are the ways to improve working conditions, and understanding staff contributions are the ways to improve employee motivation, hence increasing efficiency (Sobaih and Hasanein, 2020). Another option is implementing a live digital tracking system to help bridge the gaps between housekeeping and the front office to minimise errors and delays drastically. According to Tuckman's Team Development Model, structured teamwork is significant during daily pre-shift meetings to clarify tasks (Ntalakos et al., 2022).
With such strategies, the hotel can shorten the delays, keep the guests happy and form an effective housekeeping team.
[bookmark: _Toc191731230]Conclusion and Action Plan
Being placed in the housekeeping department of Holiday Inn Sunderland allowed me to understand the functioning of the hotel, handling operations and staff, and its efficiency. I had the opportunity to develop the essential skills in time management, communication, problem-solving, and attention to detail, which are key to delivering a high-quality guest experience. While working on the organisational challenges, particularly with staff shortages and communication gaps, I realised there was a need for structured coordination and resource management in hotel administration.
Action Plan
· Enhance Technical Knowledge: Complete advanced Opera PMS training to increase room status tracking efficiency.
· Develop Leadership Skills:  Attend supervisory workshops where team coordination is the focus.
· Gain Experience: Seek for getting placements in larger hotels to gain experience and expertise in hotel operations (ASET, 2017).
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