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[bookmark: _Toc211794273]Introduction 
The time I worked at the Ritz London showed me what housekeeping does to support guests despite their being a huge hotel. A house and a hotel require a very solid cleaning team to maintained its staff well. The Ritz housekeeping staff is held accountable to keep the guest rooms, public, and back of house areas spotless to help achieve guest contentment (Theritzlondon.com, 2025). The department is involved in coordinating and making the rooms ready to meet the requirements of different guests like VIP services, laundry, and linen. The department is instrumental in ensuring that the department fulfils the promise of the brand. 
[bookmark: _Toc211794274]Department Reflection 
[bookmark: _Toc211794275]Management Styles 
The experience I had during my placement at The Ritz London gave me a viable insight into how leadership styles affect the performance and motivation of staff in the housekeeping department. I observed that transformational leadership led by the manager of the department was key in influencing employees to exceed their regular job responsibilities. The result of this leadership style that entails inspiring and empowering employees through clarity of vision and motivation resulted in high level of employee engagement and customer satisfaction. Vallen and Vallen (2014) emphasised that transformational leadership has the potential of enhancing productivity and innovation through provision of a favourable working environment.
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Figure 1: Transformational Leadership 
(Source: Anon, 2010) 
However, the autocratic leadership approach was implemented at times when the peak season was on, especially when urgent solutions to immediate problems against time were required. This type, although helpful in the short-term with operating requirements, was harmful to the working mood and job satisfaction, since the team did not participate much in decision-making. When considering the subject of Management & Organisational Behaviour (Level 5), I was taught that though autocratic leadership sometimes may be a good idea in crisis scenarios and it may have a negative impact on the morale of employees in the long-term. In the future, I will be working on the balance of transformational leadership and with occasional directive style based on the circumstances to ensure efficiency and staff motivation (Hagg, 2013).
[bookmark: _Toc211794276]Culture and Teamwork 
The Ritz London has a sound organisation culture that focuses on luxury, attention to details, and impeccable service. This culture made a key impact on the guest and staff experiences in the housekeeping department. Every member of the team shared professionalism and dedication to excellence provided a team-building environment, in which communication and respect toward each other became the key elements of the work in this department. Felce (2019) explained that a good organisational culture enhances employee engagement and guest satisfaction.
I also observed cases of culture misfit during the high-demand cycle, when the stress on the team members occurred due to the need to ensure high standards of service provision. Such tension though short-lived resulted in the occasional miscommunication and delays in addressing the expectations of the guests. Thinking about the Personnel Resourcing and Development Level 5 module, I found out that the inclusive culture, which promotes teamwork and flexibility, is the key to high-performance in stressful situations. My future strategy would focus on improving cultural fit and flexibility, so that the philosophy of working together and support will be enshrined at every level of the department (Walker, 2021).
[bookmark: _Toc211794277]Marketing and Guest Experience 
Guest expectations management is the key to success at the Ritz, especially at the housekeeping department where the department is involved in creating the guest experience. I noticed the way the marketing effort was incorporated into the guest experience as the hotel in its communications tends to focus on luxury, exclusivity, and detail in the marketing strategy. This consistency between marketing guarantee and housekeeping norm is essential in the provision of coherent experience. Hudson and Hudson (2025) stated that the aspect of consistency in the guest experience is crucial, given that differences between sales and the reality of the service result in the loss of reputation of a brand.
Lack of initiative in communication was one of the major problems noted, which occurred when there was delay in services or when the guests were not satisfied. Although the marketing team did a good job of marketing the luxurious products offered, in some cases customers did not end up getting what they expected because of uninformed delays in the room preparation or other related services. As per the Marketing Essentials (Level 4) module, I have gained the understanding that dissatisfaction can be prevented by increasing communication and updating guests on the issue of service delays proactively to enable service recovery. In this case, I would introduce a stronger system of communicating the expectations of guests, especially at peak seasons, so that marketing promises are met (Jayanti, 2023). 
[bookmark: _Toc211794278]Why the Issue significant 
The problem of communication breakdown in the peak times is crucial, as it affects the experience of the guests and affects brand loyalty. This means that the reputation of the luxury hotel is pegged on the fact that it meets the expectations of the guests and goes beyond them (Dimitrakaki, 2023). Underperformance to these expectations in the major service departments like housekeeping might result in negative guest reviews, decreased repeat bookings, and a ruined brand image. Ineffective communication may cause the inefficiency of operations and the stress of the employees, both of which influence the level of morale and performance. The problem is substantial as it points to a lack of integration between the work operational and guest satisfaction procedures. It is essential to retain the competitive advantage in the luxury hospitality sector (Rughubalan, 2009). 
[bookmark: _Toc211794279]Improvement Plan 
Three-step communication breakdown improvement plan is aimed at improvement of the guest experience and a solution of communication breakdowns observed during the peak service periods. 
	Steps
	Operational Change
	Alignment with Industry-Best Practices
	Expected Impact

	1. Implement Proactive Guest Communication
	Launch a system for real-time updates to guests about room readiness or any delays. This could include SMS or email notifications.
	Real-time communication improves service recovery (Hudson and Hudson, 2025).
	Improved guest satisfaction and reduced frustration from uncommunicated delays.

	2. Integrate Cross-Department Communication
	Develop a cross-departmental communication platform for staff to report and update on room status in real-time.
	Efficient communication platforms improve operational efficiency and staff coordination (Jayanti, 2023).
	Smoother operations, fewer delays, and better staff coordination during high-demand periods.

	3. Regular Training and Feedback Mechanisms
	Incorporate regular training sessions for housekeeping staff on proactive guest communication, coupled with a feedback system to monitor guest satisfaction levels. 
	Training programs and feedback loops drive continuous improvement (Felce, 2019).
	Higher employee confidence, improved service quality, and stronger brand loyalty due to enhanced guest communication.


Table 1: Improvement Plan 
(Source: Self-made) 
This enhancement initiative concerns the problem outlined in the department and is compatible with the industry practices and desired results in guest satisfaction. 
[bookmark: _Toc211794280]Conclusions 
My internship experience in the Housekeeping Department at The Ritz London gave me a substantial understanding of how leadership behaviour, cultural values, and marketing policies influence the activities of guest service operations. Communication breakdowns at peak time have been identified as the main problem with critical implications to the guest satisfaction and the business performance. The Ritz can increase the efficiency of operations and improve the guest experience by adopting a proactive communication system, improving the coordination between various departments, and focusing on the ongoing training. The changes will send the hotel to a path where the high benchmarks guaranteed through marketing promises are maintained and the hotel remains a top-tier luxury hospitality establishment. 
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