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My placements involved a housekeeping department at the Hampton by Hilton Luton Airport. The department considers the appearance of all the guest rooms and all the public spaces to be at the ultimate service standard, i.e., clean, comfortable, and safe. At first, I gave myself three learning objectives when I started my placement. First, I felt the need to have a practical experience of housekeeping operations that entail cleaning standards, cleaning procedures, and the application of equipment and chemicals. Second, I wanted to build my teamwork and communication skills in a multicultural environment because I knew that the department hired employees with different backgrounds and different percentages of English proficiency. 

[bookmark: _Toc210136958]Role Reflection 
Description 
I was a housekeeping assistant during my placement. My duties included cleaning guest rooms as required by Hilton brand standards, upkeeping the rooms in terms of amenities, reporting on any maintenance, and keeping the public rooms tidy and presentable (Rutherford and O’Fallon, 2007; Felce, 2019). I was also able to work alongside the other members at peak time and help in quick room turnarounds when the guests were supposed to check in. 

Feelings 
Housekeeping supervisors and managers also need a number of skills. Delegation and leadership are important as they also delegate tasks throughout a team, balance out workloads, and encourage personnel to work to high standards when time becomes a problem. Teamwork and communication are also key; the department is based on the communication of all the room attendants, supervisors, and the front desk staff together (Reza Sidjabat et al., 2025). Speaking with no purpose might delay room preparation or skip a request (Hagg, 2013). Learning to solve problems and make decisions is crucial as a manager must regularly resolve the complaints of guests, sudden maintenance issues, or occupancy changes. 


Evaluation 
A positive effect of effective teamwork was a consistent example that I attributed to one of my placements. Housekeeping staff members worked in coordination to ready the rooms early that morning as the hotel was at nearly full occupancy. Supervisors moved every staff member around, and the attendants helped each other clean rooms when one was behind schedule (Josua Panatap Soehaditama et al., 2024). This teamwork enabled the department to live up to guest expectations, and they did not leave anyone behind to fight all by himself. The experience taught me that working together would enable me to transform a stressful experience into a productive one.
On the other hand, ineffective communication was also experienced. The supervisor has failed to inform the staff members of the early arrival of a high-profile guest and his choice of hotels. This irresponsibility was a cost to this room since the room was not ready, and the guest left a complaint at the front desk. This prospect made the overworking of the housekeeping staff unnecessary, and this necessitated the staff to hurry up, and that too to clean up the room. It was demonstrated that even a slight communication break can be a telecommunication strike to both the morale of employees and the customers (Jayanti, 2023).

Analysis 
When reflecting on my individual performance, I was capable of summing up a list of strengths and weaknesses. Attention to detail is a side I have considered as my asset since I was ever observant and wanted to ensure the rooms were neat at all times. I also got used to some activities and collaborative efforts, especially in motivating another team member whenever a workload upsurge. 

Conclusion 
I realised that I tended to be tentative in making instant decisions where timely decision-making was required, as I usually shifted decisions to managers rather than offering solutions myself. This reluctance increased my lack of confidence and even my slow reaction under pressure.


Action Plan
I will be able to use some of the training workshops, in which I am planning to participate, because they equip me with constructs of how to deal with challenges more decisively in the hospitality industry. Also, I will shadow supervisors more closely in subsequent positions to be able to know how they get further delegation of tasks and how they redistribute responsibilities. 

[bookmark: _Toc210136959]Management Performance & Guest Service Analysis
The workforce that was represented by the housekeeping department was very diverse in Hampton, and this diversity greatly modified the culture of the department. The employees were of different cultures and different languages (Johnston et al., 2012). Its organisational culture centred on efficiency, cleanliness, and professionalism, as well as the global brand standards of Hilton, provided them with a sense of how they must do it. Cooperation was also a crucial aspect of ensuring that the necessary number of checks were achieved during the day, especially during the stage of busiest check-in stage (Jones, 2008). Communication among the team was good, and room deliveries were made within a reasonable time period (Hincapie and Costa, 2024). For instance, task assignments or requests to special guests were sometimes confused because of language, since messages failed. I have also frequently noticed that the supervisors were compelled to use both verbal and non-verbal means of communication, such as hands and non-verbal demonstrations, etc., to make sure everyone got the instructions.
It was vital to be a team player (Rughubalan, 2009). On the days that the teamwork process has been efficient, the staff were even better supported and did not get as stressed, and what almost immediately filtered through into a higher level of offered service. Frustration and uncertainty surrounding the communication, on the other hand, led to stress building and, in most cases, errors or procrastination. This is in keeping with the model of team development developed by Tuckman, who describes how teams should develop by forming, storming, norming, and performing (Zirar et al., 2023; Walker, 2021). I was able to imagine how these steps operated in the housekeeping industry, and specifically when a new member joined the industry and had to adjust to the prevailing culture within the team.
The culture of organisations also impacted the experiences of guests (Wood, 2013). There was little face-to-face communication between housekeeping staff and guests, but satisfaction directly depended on the consequences of their efforts. 
When I started thinking about my personal contribution, it occurred to me that serving under such a culturally diverse team taught me important lessons concerning cultural awareness. I was able to listen more to how other colleagues talked and became more tolerant in situations where that communication was not as fast as anticipated. I also got to know how to use visual information and how to explain instructions when needed. 
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	Step
	Specific Operational Change
	Industry Practices
	Expected Impact on Guest Satisfaction & Business Performance

	1
	· Introduce real-time digital communication between the front desk and housekeeping (via tablets or mobile apps).
	· Many leading hotel chains (e.g., Marriott, Hilton) use integrated property management systems to prioritise room readiness and reduce miscommunication.
	· Faster updates, fewer errors, reduced delays; improved first impressions for guests; increased staff efficiency.

	2
	· Implement staggered shift starts to match staffing with demand peaks (e.g., early check-ins).
	· Workforce scheduling best practice in hospitality emphasises aligning staff hours with guest arrival patterns to maximise productivity.
	· Smoother room turnaround; reduced pressure on staff; more consistent guest check-in experience.

	3
	· Provide cross-training for staff (e.g., laundry attendants assisting with room preparation when needed).
	· Flexible resourcing and multi-skilled staff are widely recognised as efficiency enhancers in hospitality (aligned with lean staffing models).
	· Greater flexibility during peak demand; empowered staff; improved morale; higher guest satisfaction through quicker service.






[bookmark: _Toc210136961]Conclusion 
When I worked at Hampton by Hilton Luton Airport, I learnt many lessons that taught me how crucial housekeeping is in ensuring guest satisfaction. I identified that cultural diversity was a source of both strength and opportunities, which affected the rates of interactions of its staff and organisation, and how to coordinate workplace processes. Based on my learning objectives, I feel that I did it successfully. I acquired new housekeeping practices and fine-tuned my communication skills within a multicultural environment, and learned a better idea of how housekeeping influences guest satisfaction. 
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