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As the newly appointed Supervisor of the Housekeeping Department at Leonardo Hotel Cardiff, I assumed the pivotal responsibility of overseeing a team of 30 housekeepers. My role consisted of managing daily operations, staff scheduling, conducting training sessions, and guaranteeing stringent adherence to the hotel's high standards of cleanliness across all guest rooms, public areas, and back-of-house facilities. The significance of this role cannot be overstated, as the impeccable presentation of our facilities is a cornerstone of the exceptional guest experience we strive to offer. In reflecting on my experience and growth as a supervisor, I have employed Gibbs' Reflective Cycle, a structured approach that develops critical self-examination and continuous improvement (Gibbs, 1998). 
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As a leader, I was fortunate to assume the post of Supervisor of the Housekeeping Department at Leonardo Hotel Cardiff. This hotel demanded a high standard of cleanliness to meet the expected satisfaction of its guests, which can also be echoed from TripAdvisor, (2024). As a supervisor of 30 housekeepers, my work included control over the day-to-day operations and staff functions, staff organising, as well as the tasks of staff training, and dealing with the high standards related to the guests’ rooms, public areas, as well as back of the house (Rawal et al. 2020). Yet, the most significant challenge to my potential for leadership and my problem-solving skills arose when, one day, a VIP was going to be staying in the hotel. In as much as I maintained strict control in my cleaning sequence and briefed my subordinates that should have followed suit, a guest was unhappy with the state of their suite. The points raised, including dirty laundries, dusty objects exposed, and general negligence by personnel, were quite unforgivable for a hotel of our standing, also mentioned in (Sharma et al. 2021). All the efforts that had been put in place to make the hotel popular and over a countless number of instances, challenged my capability as a supervisor and an essential part of the management team that is supposed to oversee the smooth running of the housekeeping department (Sharma et al. 2021).


[bookmark: _Toc167628860]Feelings
When the guest complained to me, I was initially filled with this pressure and concern as these with a clear indication of professionalism. Not being able to meet the VIP guest's expectations left me with so much concern because it would not only be a compromise to the hotel's reputation but also a sign that my authority could be at risk, also dignified in (Alcalde-González et al. 2021). While I had a powerful drive to quickly solve the problem correctly and efficiently, I could not assist. However, I had some concerns regarding the implications if the scenario was not effectively managed and controlled properly. Nevertheless, I was not overwhelmed by the intensity of the situation and was fully committed to finding a solution to the problem with the customer’s compassion and diligence. I recognised that maintaining a calm and composed demeanour would be crucial in diffusing any potential escalation and demonstrating our commitment to exceptional service, also mentioned in (Kyalo, 2023). However, I also had to confront the harsh reality that my team had fallen short of our standards and that I, as the supervisor, was ultimately responsible for this lapse.
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Looking back, however, there must have been a few things to be said in favour of it. To begin with, my housekeeping team ensured that they worked hard and immediately to correct the mistake, thus showing their professionalism by ensuring that the hotel kept to its best standards despite such mishaps. Further, my patience and gentle attitude towards the guest allowed lessening their anger and let them know that we were ready to respond to their complaint immediately. Nevertheless, it was through the implementation of this strategy that some apparent shortcomings became hard to ignore (Neog, 2021). What transpired was that the need for more detailed inspection of the rooms, especially for the VIP clients was important as all features of the room had to meet our stringent standards. It was appalling to have such oversights happen on a guest’s floor, especially when the guest was a well-known personality; this brought into question the effectiveness of the quality assurance check. Moreover, the occurrence underscored issues in the communication system, preventing proper coordination of the housekeeping division with other divisions in the hotel, like the front desk and guest relations (Choy et al. 2021).
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As one delves deeper, it is possible to identify organisational issues which have caused this, such as employees’ workload, lack of proper training, and the fact that attention to detail is the key principle in the sphere of hospitality. Although no reason or pretext could explain the deplorable state of the VIP suite, it was evident that the high turnover during the busy times of the year had caused a strain on the available resources, which resulted in negligence or oversight in the quality of service rendered (Ambardar et al. 2023). Nevertheless, although our training initiatives were rigorous in design, the event underscored the importance of periodic training and booster sessions to keep all the employees at optimum performance levels in customer service (Durairaj, 2021). Even when workloads go up, complacency and shortcuts should not be allowed because these would undermine the standards that wishing well has to work for. When reviewing this experience, I incorporated concepts from guest service management and communication processes (Rajan, 2022). The principle of service recovery stresses the need to admit the guests’ complaints and inform them about the appropriate measures taken to rectify the situation and prevent similar occurrences in the future. 
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In retrospect, it would have been possible to design other measures to reduce the likelihood of the occurrence of such events in the future. For example, having an extra housekeeper inspect the VIP rooms before the rooms were considered clean and ready for check-in by guests would have been a good preventive measure that could prevent mistakes. 
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In the following phases of my learning journey, I have made a clear strategic policy to respond to the weakened areas pointed out in this exercise. Firstly, for the entire housekeeping staff, I will institute a program of refresher seminars at least once a month on guest service, neatness, and complaint-handling procedures. These sessions will consequently focus on stressing the ethical standards we set for ourselves and how we can uphold them even when tensions are high due to the high inflow of guests. Engaging the guests and dealing with their complaints will also be addressed in detail with professional solutions outlined (Chela-Alvarez et al. 2022). Moreover, I will also introduce a system of random room checks by the supervisors and then report to the housekeepers who are assigned the duty of cleaning that particular section. This pro-step will not only show further commitment and drive towards producing excellent work but also be the approach to have constant appraisal and improvements to detect any slips that will be observed in performance (Chela-Alvarez et al. 2022). Likewise, I will pay attention to the organization of the front desk and guests’ relations in their work since efficient communication protocols will be developed, which will enable a better flow of information between agents and departments (Mammen, 2022). Thus, if those measures are fulfilled, I do not doubt that not only are we going to continue offering an adequate satisfaction level among our guests, but also Leonardo Hotel Cardiff will continue to establish itself as one of the main benchmarks of a high sense of hospitality within the market segment. 
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This reflective experience has reinforced the paramount importance of proactive leadership, clear communication, and continuous staff development in maintaining the highest levels of guest satisfaction. As a supervisor, I have learned that complacency can quickly erode even the most well-established standards of excellence and that ongoing vigilance and a commitment to continuous improvement are essential. 


References
Alcalde-González, V., Mozo, A. G., & Bustos, A. V. (2021). No clean rooms, no hotel business: Subversion tactics in Las Kellys’ struggle for dignity in hotel housekeeping. Annals of Tourism Research, 91, 103315.
Ambardar, A., Singh, A., & Singh, V. (2023). Barriers to implementing ergonomic practices in hotel housekeeping. International Journal of Hospitality & Tourism Systems, 16(2).
Chela-Alvarez, X., Bulilete, O., Garcia-Illan, E., Vidal-Thomàs, M., & Llobera, J. (2022). Hotel housekeepers and occupational health: experiences and perceived risks. Annals of occupational and environmental medicine, 34.
Choy, M., Cheng, J., & Yu, K. (2021). Evaluating the environmental sustainability strategies of the housekeeping department: the case of an international hotel chain in Hong Kong, China. Tourism Critiques: Practice and Theory, 2(1), 115-132.
Durairaj, R. (2021). Role and Compensation Related Factors Causing Heavy Workload: An Empirical Study among Sanitary Workers. Eurasian journal of higher education, (2), 16-38.
Gibbs, G. (1998) Learning by Doing: A Guide to Teaching and Learning Methods. Oxford Brooks University, Oxford.
Kyalo, J. (2023). Effect of Short Course Training on Service Delivery in the Hospitality Industry in Housekeeping and Laundry Department of Kenya Utalii College. Journal of Hospitality and Tourism, 3(1), 14-30.
Neog, R. (2021). New Hotel Cleaning Procedures After COVID-19 Study of New Housekeeping Practices in Hotels. Atithya: A Journal of Hospitality, 7(2), 1-7.
Rajan, D. (2022). Physical working environment and welfare facilities related factors causing heavy workload: an empirical study among sanitary workers. London Journal of Social Sciences, (3), 19-52.
Rawal, Y. S., Pal, S., Bagchi, P., & Dani, R. (2020). Hygiene and safety: a review of the hotel industry in the era of COVID-19 pandemic. Bioscience Biotechnology Research Communications, 13(10), 79-83.
Sharma, S., & Kaushik, T. (2021). Aesthetically clean to clinically clean–A study on new housekeeping practices in Delhi hotels beyond the COVID-19 pandemic. Worldwide Hospitality and Tourism Themes, 13(5), 646-659.
TripAdvisor, (2024). Retrieved from https://www.tripadvisor.com/ShowUserReviews-g186460-d295223-r743913508-Leonardo_Hotel_Cardiff-Cardiff_South_Wales_Wales.html

