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[bookmark: _heading=h.upajs3f07bqo]Introduction
In my placement with the Holiday Inn Sunderland - City Centre, I was tasked with the housekeeping team which helps provide a safe, comfortable and clean place for all the guests. The department is responsible for cleaning rooms daily, managing the linen and providing more amenities when customers ask for them. I assisted with managing housekeeping, monitored how daily tasks were completed and interacted with guests and fellow employees to maintain great service. While working here, I aimed to achieve the following objectives: learning all aspects of housekeeping work, building strong work and guest relationships and applying safe and effective housekeeping habits in accordance with the hotel’s standards.





[bookmark: _heading=h.iisqh0bqsjbp]Section 1: Role Reflection
My responsibility during the placement at the Holiday Inn Sunderland - City Centre included helping the housekeeping supervisor in the housekeeping department. My job focused on organising trolleys, restocking linen, checking the cleanliness of rooms and dealing with guest requests respectfully. With the aid of the Gibbs’ Reflective Cycle, I can properly review these experiences to pick out important lessons and what I can improve in the future (Johnston, 2016).

[bookmark: _heading=h.ox70y7ymlwx1]Description & Feelings
At the beginning, I found it challenging because housekeeping work needs to be done fast and exactly as required. Still, I was keen to take part in a positive way and to understand why keeping guests happy, maintaining high hygiene and teamwork are significant in housekeeping (Manohar Sheoran, 2025).
[bookmark: _heading=h.71662wj7nmj3]Evaluation
I remember an occasion when I cleaned and prepared a room for a VIP guest who would be there for a long time. I made sure to clean every area, use the right chemicals, organise the amenities nicely and place linens on the bed so each corner was flat and neat. The supervisor recognised my attention to detail and after the visit, the guest enjoyed both the cleanliness as well as the welcoming feeling in the room. By working as a housekeeper, I figured out how vital it is to pay close attention to every aspect of housekeeping (Enz and University, 2018).
On the other hand, while preparing a housekeeping trolley for the 3rd floor for the first time, I found myself in a situation. I didn’t properly check what was written on the cleaning labels, so I put the wrong solution on the trolley. My supervisor noticed the slip and instructed me on how important it is to be accurate during housekeeping trolley assembly. Even though I felt awkward, I realised that health and safety campaigns are key in housekeeping (Wanhill, 2017).



[bookmark: _heading=h.8vrvvq82kibo]Analysis
It became clear that both leading and delegating are important in housekeeping, since supervisors must direct the team to meet the required standards. Clear and kind communication with both guests and co-workers benefits the service and the team’s work atmosphere (Barron and Maxwell, 2017). It is important to be able to solve problems and make good decisions because guest needs change a lot during peak hours. What I do best is to learn and add value to the team, but sometimes I act quickly and end up making errors when there is time pressure.
[bookmark: _heading=h.kv0v2occs5w9]Conclusion
To sum up, I now have a good understanding of what housekeeping staff have to handle. I figured out that little things need to be handled with care and clear communication to meet what guests require and keep the place running right.
[bookmark: _heading=h.nkdicuguhqgt]Action Plan
	Action Step
	Description
	Timeline

	1. Improve attention to detail
	Check chemical labels and trolley contents thoroughly before starting tasks
	Daily

	2. Seek regular feedback from supervisors
	Request feedback on performance to identify improvement areas
	Weekly

	3. Attend health and safety workshops
	Participate in optional training sessions to deepen chemical handling skills
	Next month






[bookmark: _heading=h.ywi3pvrx81pw]Section 2: Management Performance & Guest Service Analysis
At Holiday Inn Sunderland - City Centre, I discovered that specific ways the team and staff were managed and treated guests had a strong impact on both performance levels and guest satisfaction.
[bookmark: _heading=h.mfx4b52109ca]Management styles 
The housekeeping department were generally democratic and supportive. The housekeeping supervisor made sure to communicate openly with staff and included their ideas when planning each day’s activities. Involving everyone on the team inspired them and helped the team work better, matching what was learned from the Management & OIB module. For example, having noticed an unexpectedly full house, the supervisor turned to the team for ways to change the timings which led to greater efficiency and happiness at work (Hudson and Hudson, 2017).
[bookmark: _heading=h.7zmxzx8fd8oz]Health & safety compliance 
All health and safety rules were followed strictly and matched with the UK’s Health and Safety at Work etc. Act 1974 and the COSHH Regulations 2002 (Matthews and Ageros, 2019). As an example, in the morning meeting, the supervisor pointed out the rules for using cleaning products and why we need to put on gloves and safety shoes. I found that the safety data sheets for every cleaning product were obviously placed in the housekeeping storage area. A time when I didn’t use protective gloves with the disinfectant, my supervisor told me and gave me a fresh pair to avoid any problems. This demonstrates that the department is strongly committed to stick to the rules and ensure a secure place for guests and team members (Stranks, 2019).


[bookmark: _heading=h.1koznh5w7xa]Culture and teamwork
Teamwork and a shared culture played a main role in the housekeeping tasks. The team’s culture was founded on respect and teamwork, keeping a close focus on satisfying guests. Because people worked together, staff involvement increased and guests could enjoy a good atmosphere, according to the topics in the Personnel Resourcing & Development module (Camillo, 2018). Talking often with members of the front office department helped guarantee that all guest requests were dealt with effectively.
[bookmark: _heading=h.a5jbe1fafnhz]Marketing and guest experience
The work of marketing was integrated with the way guests experienced their stay in the rooms. Even though housekeeping is not part of marketing, following strict hygiene and responding to guests’ needs made the hotel look favourable to guests. Similarly, according to Hospitality & Guest Services, focusing on great housekeeping is vital for the brand’s reputation and helps bring guests back (Ford and Heaton, 2021).


[bookmark: _heading=h.qger1tqrpyc2]Section 3: Guest Service Improvement Plan
I observed during my placement that at the busiest cheque-in times, rooms might not be prepared on time which made guests angry and caused extra stress for the housekeeping staff. Often, this issue became noticeable when a big number of guests arrived early and the staff had to act swiftly to clean and prepare their rooms safely (King, 2018).
This is important because making the room ready for guests is a key aspect of their experience (Martin, 2020). It is often emphasised in hospitality management research that arriving guests’ opinions and views of the brand are greatly affected by the initial impression. When guests experience delays, they may not feel appreciated which could stop them from coming back or suggesting the hotel to others.
To address this, I propose a realistic three-step improvement plan:
	Step
	Action
	Alignment with Best Practice
	Expected Impact

	1
	Introduce a dynamic room priority list during peak times
	Builds on best practices in workload planning and efficiency
	Ensures priority rooms are cleaned first, reducing delays

	2
	Enhance interdepartmental communication before peak periods
	In line with industry’s emphasis on collaboration
	Prepares staff for early check-ins and high occupancy

	3
	Conduct a brief team huddle before busy shifts to allocate roles
	Industry practice for focused teamwork and accountability
	Boosts productivity and ensures consistency in quality



Following these tips enables the housekeeping department to work more efficiently when there are many guests. It will help avoid delays, make the guests happy and support success for the Holiday Inn Sunderland.
[bookmark: _heading=h.q135phgod6yd]Conclusion
Being at the Holiday Inn Sunderland - City Centre showed me how housekeeping services affect the happiness of guests. I learned what was necessary by grasping housekeeping rules, improving how I communicate and putting those in practise. From what I experienced and how I reflected, I realised that attention to detail and teamwork are essential. They have greatly affected the way I approach management and prompted me to keep learning and developing my skills in the coming years.
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