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The Holiday Inn Sunderland – City Centre is a brand of IHG. It has a fully functioning housekeeping department. Customers of different segments including businesses and individuals can get various services such as room services, laundry service, and room cleaning (Singgalen, 2024). I set the following objectives to achieve in the department from my work experiences:
· To understand how housekeeping tasks are managed and coordinated with other departments successfully. 
· To develop and implement various guest service strategies to meet the expectations.
· To enhance communication and teamwork skills so that I can perform better in an organisation.
[bookmark: _Toc200824536]Section 1: Role Reflection 
As a part of my placement in Holiday Inn Sunderland, particularly in the housekeeping department, I have shadowed the role of a housekeeping supervisor. I had to perform key tasks such as liaising with other departments with guests to understand how they want their rooms to be prepared, their requirements, and other details. Then I coordinated with different departments for meeting their expectations such as maintenance team, F&B department, and security team. For example, I managed and prepared a room for a Chinese corporate client. I checked the client’s requirements properly with the existing room layout and menu that he wanted in the room service to eliminate errors. I have a mix of feelings working in the department. I became frustrated sometimes when I could not perform my duties properly. Once a guest made a complaint about the room’s arrangement because it did not fully meet the requirements. It happened because I did not check the guest requirements in detail. I became confident as soon as I corrected my fault by changing the room layout and offering a complimentary drink. I adapted to the fast-paced and diverse nature of the department. Now I get motivated by positive feedback from both customers and colleagues. The placement encompasses many positive and negative experiences. One day the supervisor handled a large corporate group of clients who had a meeting in the hotel which I thought was impossible after reading the complicated requirements of the clients. The supervisor made it possible by clearly delegating tasks. She briefed two teams: at the breakfast buffet and housekeeping before assigning them the responsibilities. Even she continuously maintained communication with the teams informing them of client’s complaints, feedback, and change decisions. As a result, the corporate clients were satisfied with the hotel’s services. In another example, I noticed that communication breakdown can lead to coordination failure. One afternoon, the department had to minimum time to prepare the room as other guests were waiting for check-in. The manager did not change the amenities in the room although there was a request from the guests for extra pillows and a blanket. As a result, guests asked the manager about those items immediately after they entered the room. The manager apologised to the guests for the issue and provided the extra amenities. Improper planning and poor communication within the organisation are responsible for service failure (Ali et al., 2021). 
To work as a supervisor in the department, one must have certain skills and knowledge. The person should have strong leadership and delegation skills so that he/she can influence the team to perform according to the plan. He/she should be able to communicate with guests and teammates to ensure guests are satisfied with the services. Teamwork is crucial in executing the housekeeping plans. He/she should also have problem-solving and quick decision-making skills. These skills are needed to address unexpected issues within the organisation and implement the last-minute change in the plan (Bardi, 2011). From my work experience at the hotel, I identified that I have natural organisational skills. I could prepare room layouts in advance and I could also work under pressure. However, I became hesitant and could not perform my duties when the supervisor assigned me unclear roles. Effective leaders should listen and understand their teammates. They must be able to assess the skills, strengths, and weaknesses of the employees so that they can assign tasks properly and make the plan effective. 
In conclusion, I have developed my skills and knowledge to work in the housekeeping department at the hotel. Still, I need to focus on some areas for improving further. I plan to take leadership courses and participate in leadership workshops to develop strong leadership skills. I need to improve my communication skills. Taking advanced communication courses can improve my capabilities (Aset, 2017). 
[bookmark: _Toc200824537]Section 2: Management Performance & Guest Service Analysis
My 10-week placement at the hotel has helped me analyse the management performance and guest service. The leadership approach taken by the supervisor has a significant impact on employee motivation and performance. The Housekeeping Manager has a participative leadership style as I relate to Management & Organisational Behaviour module. The leader trusts employees with responsibilities and takes their opinions before making any decisions (Elsetouhi, Mohamed Elbaz and Soliman, 2022). The particular leadership style has made the employees more motivated and performing. On the contrary, an autocratic leader does not discuss with the employees about any organisational matters. He makes the ultimate decision. The leadership style limits the scope for employee engagement. Hence, it is not suitable for the hospitality industry. The hotel adheres to the health and safety regulations and industry best practices. The Housekeeping department performs regular maintenance inspection and security assessment to identify issues and risks before providing the rooms to the guest complying with the Health and Safety at Work etc. Act 1974. After the assessment, the department undertakes control measures to minimise the risk and hazard. I observed that the hotel has food hygiene standards, fire safety measures, a fast aid station, and other safety initiatives in place (HSE, 2024). The hotel has a highly performing culture. Employees from diverse cultural backgrounds offer true hospitality to the guests as I relate to Personnel Resourcing & Development module. Highly engaging staff and teamwork are crucial for increasing productivity and service quality in the hotel (Bhardwaj and Kalia, 2021). All employees, particularly the frontline staff, are aware of the multicultural aspects of serving guests from around the world. The marketing department can also play an important role in guest service perception and satisfaction. The marketing manager highlighting details about the services can form a positive perception among the clients. Offering personalised services can make the guests loyal to the business as it exceeds guest expectations making them satisfied with the services (Piccoli, Lui and Grün, 2017). Holiday Inn Sunderland has a strong loyal customer base due to its exceptional services. 
[bookmark: _Toc200824538]Section 3: Guest Service Improvement Plan
To address the guest service issues identified in Section 1, the following improvement plan is proposed:
· The management should prepare a standardised checklist for all rooms. It should brief the staff properly before assigning any jobs or coordinating with other departments. 
· The housekeeping activities should be aligned with the industry's best practices. Room preparation tasks, amenity replenishing, laundry, and other key housekeeping activities must be clearly explained in the checklists. To increase task efficiency, project management tools such as Gantt charts can be used so that each tasks are completed within time and guests get fully prepared rooms (Allen et al., 2011). The housekeeping plan and checklists should be formalised and made available online for all employees. Communicating the plan with the team can address service failure issues (Johnston, Clark and Shulver, 2012). 
· Any changes in the plan need to be communicated with the team as well as other departments involved in the housekeeping department. A structured schedule for the housekeeping activities, clear delegation of responsibilities among staff, and clear communication can improve guest service quality (Casado, 2012).
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The placement has equipped me with an understanding of housekeeping management and coordination with diverse teams. It emphasised the importance of clear communication and leadership skills to successfully prepare rooms. To enhance guest service quality, hotels need to have a standardised process in place and the employees should stick to it. I have achieved all the objectives from my work experiences as I enhanced my teamwork skills and communication skills in the department.
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