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[bookmark: _Toc214054002]1. Introduction
The Village Hotels placement was in the Housekeeping department which is a main area of operation that is central in determining guest satisfaction, brand image and entire service experience (Village Hotels Group, 2024). Housekeeping is an invisible support of the work of departments that work with guests: despite the fact that the contact with visitors is minimal, the department is involved in maintaining the brand standards of the rooms, corridors, and other facilities to be hygienic, cozy, and presentable. The tidiness and availability of the guest rooms have a direct effect on the first impressions, online reviews, and intentions to return, and thus the department is that important to the overall work of the Village Hotels (Village Hotels Group, 2024). My placement experience was in the room attendant and supervisors with the responsibility of keeping room occupancy high, with a significant number of rooms occupied at all times. The more I got acquainted with the working process, the more I noticed that there were certain areas where the operational reality came in play, especially when a guest left the hotel later than expected.
[bookmark: _Toc214054003]2. Department Reflection
[bookmark: _Toc214054004]2.1 Description of the Department’s Guest Experience Process
The in-room experience of the Housekeeping begins a long time before a room attendant enters a bedroom (Prayogi and Wijoyo, 2025). The supervisors create room lists each morning in accordance with departures, stayovers, early check-ins, and special requests. The rooms are ranked based on anticipated arrivals, profiles of guests and the service recovery requirements. When the rooms are assigned, the attendants start a regulated schedule: dismantling the bed, getting rid of garbage, cleaning the bathroom, replacing the supplies, cleaning the surfaces, and vacuuming the room (Walker., 2021). The objective is to maintain uniformity in a bid to make each room match the brand promise of the Village Hotels.
Housekeeping is commonly viewed as back-of-house, but the role in providing guests with the experience is direct (Elisa et al., 2025). Any type of cleanliness is always rated among the best influencing factors on guest satisfaction. On arrival, the guest will expect clean rooms, working amenities, clean linen and a nice atmosphere. When all goes well, the process helps facilitate a smooth journey by the guests. Occupancy levels, staff availability, and guest behaviour however are major contributors to the performance of the department (Candra, Mahaputra and Mahaputra, 2023). Late checkouts squeeze the cleaning time slot and maintenance problems may come out of the blue and delay readiness of rooms.	
[bookmark: _Toc214054005]2.2 Identification of ONE Key Issue
The most important thing that I noticed during my placement was the severe time constraint due to the late checkouts of guests and a high number of tasks per day. The Housekeeping unit had a tendency of attending to as many as eighty four rooms per given time, and even small inconveniences made a great difference to the business at hand (Chen, Wang and Zhang, 2021). On a specific day, several guests had left very late than the allocated time and this meant that the team had less time than normal to have all the departure rooms ready before the new guests arrived. Nevertheless, the former workload was still supposed to be accomplished without increasing the timeline by the supervisors.
This scenario resulted in the urgency among staff being felt. The decreased cleaning time meant that the attendants had to work in a manner that jeopardized thoroughness. Personally, I was stressed and had concerns about having to live up to the expectations as well as felt like keeping high standards. This conflict between the speed and quality manifested itself since the necessity to have more rooms finished and the urgency to meet deadlines often caused neglecting minor yet significant details like dust spots, mirror spotting, or even the lack of an amenity.
[bookmark: _Toc214054006]2.3 Why the Issue Is Significant
This is a problem as time pressure has direct impact on the output of housekeeping in terms of quality and consistency. Hospitality studies have stressed that room cleanliness is one of the main factors that determine the satisfaction of the guests, and it can be more significant than other service factors. In cases of shortening of the cleaning time, the reliability aspect of quality of service is violated, due to the SERVQUAL model (Alemu, 2023). An environment that is rushed raises the chances of making mistakes, overshooting details, and having a bad room standard, which may affect the first impression of the guest in a negative way.
In terms of organisational behaviour, the issue of workload pressure has an implication on staff morale and motivation. Research emphasizes that job demands when too high are a cause of burnout, fatigue, and emotional exhaustion especially in jobs that involve a lot of labour like housekeeping. Employees become unproductive and the chances of turnover are high when they feel hurried and unencouraged. Turnover in the hospitality industry has not only major effects on stability in the team, but also increases recruitment and training.
The problem also impacts the efficiency in operations. When the rooms are not prepared in a timely manner, front-desk teams will have a challenge dealing with the early arrivals which means that there will be long queues and potentially even dissatisfaction by the guests. Poor preparedness may lead to service recovery mechanisms such as free drinks or late checkout to the affected customers, which is likely to decrease profitability (Frinaldi et al., 2022). Also, the check outs are usually delayed hence interfering with the synchronisation of the housekeeping departments, maintenance departments and front-office departments.
[bookmark: _Toc214054007]2.4 Self-reflection
In retrospect, I realised that it was very difficult to work with extreme time pressure and perform at a high level. I was stressed and overwhelmed during that shift when most of the guests were leaving their rooms late, and I was trying to achieve the balance between the speed and the demand of the impeccable standards. I felt more anxious as I was comparing my performance with the more experienced attendants, who were moving faster despite the shorter time. 
The event made me reflect on what I had studied in the Hospitality and Guest Services especially on the expectations of the guests or the quality of the services. I have learned that it is better not to hurry in performing tasks as this will result in the risk of service failure as any small mistake might cause dissatisfaction. Also, the ideas of Management and Organisational Behaviour allowed me to realise the relationship between motivational factors and styles of leadership and the performance of employees (Hagg., 2013). 
[bookmark: _Toc214054008]2.5 Three-Step Improvement Plan
Step 1: Implement a temporal housekeeping change management.
A mechanism in which the supervisors temporarily reallocate room quotas in case of late checkouts will become more fair and less stressful. This is in line with the best practice in the industry, in which the flexibility in the distribution of workload helps in maintaining consistency in the quality of service delivery.
Step 2: Provide briefings at the beginning of the shift in small groups.
A five minutes morning meeting would enable supervisors to point out the issues expected to be encountered like tardiness, arrival of VIPs or mechanical problems (Gamelin, 2022). Communication will promote teamwork as well as match the motivation theories that focus on clarity and supportiveness.
Step 3: Have an interdepartmental early-warning mechanism in place.
Front desk is supposed to inform housekeeping when they have late checkouts. This would enable attendants to assign priority to other rooms, which would save unwarranted waiting time (Wood., 2013). Having a more coordinated process in the departments would help in the smooth operations and facilitating guest satisfaction by having the rooms ready in a shorter time.
[bookmark: _Toc214054009]3. Conclusion
[bookmark: _GoBack]The learning log has brought me to the realization of the significance of Housekeeping at Village Hotels as well as to analyse one particular problem that has impacted the staff and the experience of the guests. The stress caused by the late check outs and large number of rooms per day quota showed the effect of disruption of operation on service quality, employee morale and customer satisfaction. By connecting the theory of Management and Organisational Behaviour with theory of Hospitality and Guest Service, I was able to understand further the role of leadership styles, workload management, and communication in developing departmental performance.
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Appendices
[bookmark: _Toc214054012]Appendix A – Evidence Log

	Date / Week
	Observed Activity / Task Completed
	Notes / Evidence

	Week 1
	Completed induction and housekeeping orientation
	Supervisor explained SOPs and room standards

	Week 2
	Assigned full departure rooms; observed guest late checkouts impact
	Rota shows 84 rooms scheduled for team

	Week 3
	Experienced time pressure due to multiple late checkouts
	Supervisor briefing note recorded delays

	Week 4
	Assisted with stayovers and replenishments
	Photo of cleaning cart and restocking area

	Week 5
	Communicated maintenance issues (broken shower, light bulb)
	Maintenance log entry recorded

	Week 6
	Supported new staff on room sequence and amenity checklist
	Peer-learning observed

	Week 7
	High occupancy weekend; delays in linen delivery
	Linen shortage noted on supervisor sheet

	Week 8
	Reflected on leadership style during shift pressure
	Personal reflection notes written that day

	Week 9
	Observed improved communication via WhatsApp group alerts
	Screenshot of team message (names blurred)

	Week 10
	Final week reflections: applied time-management techniques
	Personal notes on confidence and growth



[bookmark: _Toc214054013]Appendix B – Improvement Plan Table

	Identified Issue
	Proposed Action
	Rationale / Link to Best Practice
	Expected Impact

	Time pressure due to late checkouts
	Adjust daily room quotas when delays occur
	Supports realistic workload management; aligns with employee wellbeing practices
	Reduces stress, improves cleaning quality

	Poor communication between front desk and housekeeping
	Introduce early-warning notification system for late checkouts
	Interdepartmental coordination improves efficiency; recommended in hospitality operations models
	Faster room readiness; fewer delays

	Lack of team clarity during busy shifts
	Implement 5-minute pre-shift micro-briefings
	Best practice for motivation and performance; improves clarity and cohesion
	Better task allocation; improved morale and accuracy



[bookmark: _Toc214054014]Appendix C – Learning Links to Modules
1. Hospitality & Guest Services
· Got to know that guest expectations determine the level of service and that cleanliness directly influences satisfaction.
· Realized the significance of guest experience, arriving to leaving, and the role of readiness of rooms in promoting great experiences.
· The idea of service recovery is applied to cases of late checkout and rushed cleaning schedule.
2. Management/ Organisational Behaviour
· Understood the role of leadership styles in employee morale, motivation as well as performance during pressure periods.
· Monitored the effect that supportive and directive supervision had on the efficiency of the housekeeping team during peak hours.
· Realized the motivation factors created by Herzberg particularly the significance of justifiable workload and recognition.
3. Human Resource Recruiting and Training
· Understood organisational culture and the role of teamwork in ensuring consistency of service delivery.
· Noticed how workload, staffing levels and communication affect staff wellbeing.
· Increased sensitivity to the importance of training and expectations as a means of productivity.
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