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[bookmark: _Toc201051757]Introduction 
The housekeeping department includes the ancillary services and cleanliness services.  Housekeeping is well defined as a provision of a comfortable, clean and safe environment.  It is one of the basic needs of the hospitality sector. The housekeeping department at Novotel Sheffield includes providing a positive guest experience. The organisation focuses on providing comfortable and clean public areas and rooms (Choy et al., 2021). Effectiveness in the housekeeping department results in the creation of a memorable guest experience. The study aims to discuss the skills essential for supervisors and managers in the housekeeping sector.  An understanding of the management and organisation of the sector is crucial for efficiency and productivity. Identification of underlying issues within the sector is significant for its mitigation.
[bookmark: _Toc201051758]Section 1: Role Reflection 
Description:  I was working for Novotel Shielfield and was in charge of the housekeeping department in guest service (ASET, 2017). My job role involved delegating jobs for cleaning and maintenance of the kitchen and rooms, with regular interaction with guests. My job role includes maintenance and housekeeping, which is an integral part of guest service.  
Feelings: I was the supervisor in the housekeeping department, which entails a lot of roles. I have realised that it is essential for a leader to have certain skills to be able to communicate as well as lead the team.  I was equally anxious and confident regarding the job role. 
Evaluation:  Managers and supervisors in housekeeping are required to preserve certain skills. Supervisors are vested with the responsibility of managing the guest experience as well as delegating the responsibilities (Pieper et al., 2021). This includes the application of delegation and leadership, which is essential for team management. Decision making, problem solving, teamwork and communication are essential skills to be possessed by the supervisor. 
Analysis: My job role is to delegate the housekeeping duties to the staff.  I have realised that I am able to demonstrate effective dedication and responsibility.  I have strong teamwork skills and am able to delegate the work depending on the weaknesses and strengths of the employee (Pieper et al., 2021).  I have also identified that I lack decision-making skills, which are essential while dealing with the team. I was not able to make a quick decision when faced with difficulties related to guests, which is one of my weaknesses. 
Conclusion: There is a need to focus on the development of the skills which are lacking, such as decision-making. Strengthening decision-making skills enables me to make quick decisions when faced with adversities. 
Action Plan: 
	Specific
	Measurable
	Achievable
	Relevant
	Time bound

	Decision-making skills
	To be able to break down a problem into smaller components for better understanding.
	Engaging in mind games such as UNO and Sudoku strengthens decision-making skills (Bousdekis et al., 2021). Working with a team also enhances the skill.
	To be able to make appropriate decisions benefiting the team, the guest and the organisation. 
	2 weeks



Table 1: Smart Goals
(Source: Self-created)
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Management styles: Leadership approaches have a major impact on staff motivation.  Successful leaders have a combination of qualities and skills which empower, guide and inspire the team (Casado, 2012). A good leader is vested with good communication and a clear vision and can guide the team during changing circumstances. The demonstration of commitment, integrity and empathy is crucial for the personal growth of employees. Employees are encouraged to develop and learn while navigating challenges, which leads to exceptional performance and commitment. 
Health and safety complaints:  Novotel Sheffield is an organisation which upholds ethical compliance.  As a supervisor, it is my responsibility to focus on the legislation such as the Health and Safety at Work at 1974, the Diseases and Dangerous Occurrences Regulations (RIDDOR) and the Control of Substances Hazardous to Health (COSHH) (QAA, 2018). The supervisors receive extensive training regarding compliance management. This has enabled me to be aware of the responsibility regarding safety and health standards within housekeeping.
Cultural and teamwork: Novotel Sheffield has a friendly and multi-cultural organisational culture. The organisation is credited for the diverse workforce and a friendly atmosphere, which promotes a sense of community (Hagg, 2013). This has a direct impact on the staff as it leads to a drop in satisfaction, employee retention and engagement. Guest experience is enhanced due to consistency and excellence in service delivery. Employees embody and understand the organisational values, which enhance the guest experience.
Marketing and guest experience: Novotel Sheffield leverages technology to understand consumer psychology. The maintenance and development of a strong database has led to an understanding of the dietary concerns and lifestyle preferences of the guests.  Feedback collected through professional and personal milestones is one of the most convenient ways to be knowledgeable regarding the employees (Fallon and Rutherford, 2010). This allows the management to customise services. Personalised gestures are essential in order to create goodwill, enhancing the guest experience. Guests are encouraged to do repeated business with the firm. 
[bookmark: _Toc201051760]Section 3: Guest Service Improvement Plan 
Key issue impacting the guest service: A major issue faced in the housekeeping department is guest complaints. The complaints are mainly centred around maintenance and cleanliness issues. Inconsistencies in several services, such as cleaning schedule and room inspections, affect the guest experience.
Significance of addressing the issue: Handling guest complaints in a professional way is essential in order to ensure enhanced guest service. Handling the complaints and addressing the issues reflects the organisation's values and culture. Ignoring and delaying resolving the consumer complaints hurts the brand recognition. It also affects the client. Organisations need to take guest complaints seriously.  Guests often leave negative reviews on the online platform, which proves to be catastrophic to the image of the brand. Negative sentiments often spread at a rapid rate, which damages the chances of winning in a new business (Lee and Zhao, 2024). Firms need to develop open channels of communication between the guests and the employees in order to ensure transparency and efficiency in the workplace. The implementation of feedback mechanisms helps employees understand the areas that need to be focused on. The successful resolution of the guest complaint has a positive impact on the brand perception of the reputation of the brand to be reliable and consumer focused.
Improvement plan: 
	Operational change
	Training the employees in adopting a systematic approach for handling complaints is essential. This involves listening, problem solving, as well follow-up.

	Alignment with industry best practices
	Training the employees enables the front line to access the feedback mechanism and understand the pain points of the guest (Angelovska, 2021). This leaves clear lines of communication wherein complaints are perceived to be opportunities to improve and learn. 

	Impact on business and guest satisfaction
	Training the employees has a direct impact on employee satisfaction, engagement and reduction. This improves the business performance as employees are committed to providing excellent service delivery to the guests.



Table 2: Implementation Plan
(Source: Self-created)
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It can therefore be concluded that learning from one’s experience is crucial for personal and professional development. Leadership and management require the application of both soft and hard skills. Decision making is an important skill which allows the supervisor to make quick and necessary decisions for the team, guests and the organisation. Smart goals are an effective method to develop decision-making skills. Health and safety complaints improve the reputation of the brand. Guest complaint is a major issue faced in the housekeeping section. Implementing a plan which aligns with the industry standard improves the experience of the guests and enhances the business performance. 
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