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The importance of hospitality on their internal departments is very critical in ensuring high guest satisfaction standards. This reflection report is an assessment of my Level 6 placement at the Best Western Abbots Barton Hotel, Canterbury. Although I was able to work in a variety of fields and contribute to the organisation, this log narrows down to the Housekeeping department and its immediate effect on the experience of the guests. According to Hagg (2013), focused placements enable students to see things working in operational challenges that occur behind closed doors. Moreover, Anon (2010) says that back-of-house operations should be reflected in order to elaborate a comprehensive picture of the management of a hotel. Housekeeping in this case is in charge of cleaning the bedrooms, keeping the public rooms in order and also turn around of rooms to have them meet the demands of incoming guests. This report has recognised one of the critical areas of operation, examined the style of management that could be contributing to the problem, and outlined a remedy plan using the academic theory as the basis.
[bookmark: _Toc223104743]2.0 Department Reflection: The Guest Experience
The hotel was very busy throughout my placement with numerous tourist and business groups staying at the hotel in large numbers. Such large number of guests posed a great challenge on operations: a great pressure on the Housekeeping department to clean up rooms within a tight time between check-out and check-in periods. The main issue I observed was that the time-lag to ready the rooms was often a negative experience that had direct and negative effect on the guest experience in the lobby. Coming visitors had to wait a long queue in most cases, since their rooms were not cleaned and checked in good time.
According to Casado (2012), housekeeping forms the physical base of a hotel and every failure in this department will instantly tarnish the perception of a guest to the whole property. The housekeeping personnel could not handle the sudden workload when big groups were checking out at the same time. Although the room attendants did their best, the quantity of rooms that needed deep cleaning exceeded the crew. Poor projections and manpower shortages during high seasons cause turnaround problems, according to Rughubalan (2009). At the Best Western Abbots Barton Hotel, this was clear.
Technical administration of these rooms created delays. Jones (2008) states that technical housekeeping management involves rigid timetables and priority to clean rooms properly. Room attendants cleaned rooms in a row down a corridor, not necessarily in the order they were assigned to customers waiting in the reception area. Jayanti (2023) claims that strict cleaning schedules in busy hotels cause guest dissatisfaction. By not using live data to change the cleaning order, housekeeping accidentally lengthened guest waits.
This matter posed a highly tense environment in the hotel lobby. Visitors who had spent hours in getting there were literally agitated and front desk personnel had to continuously apologise to the visitors regarding the delays. This situation showed the negative direct impact of back-of-house inefficiencies on the customer relations of the front of the house. The absence of the dynamic and priority based system of cleaning ensured that even the minimum expectation of having a room ready on arrival was not met at the hotel. This breakdown is very critical in my development since it clearly shows how the operation planning is linked to customer satisfaction. I also realised the need to ensure the high level of cleanliness was harmonised with the speed of delivery. The guest will still leave a negative review even after a room has been delivered two hours late yet it was clean. Thus, this turnaround issue needs to be resolved to safeguard the reputation of the hotel.
[bookmark: _Toc223104744]3.0 Analysis of Management Styles and Teamwork
In order to see why this problem arose, there is need to do an analysis of the leadership styles in the hotel. This is directly related to the module I took in Level 5 of Management and Organisational Behaviour where we discussed the effects of various management styles on the performance and operational results of teams. The autocratic leadership style of the Head Housekeeper was also a major contributor to room readiness delays, as there was a very rigid breakdown in communication between Housekeeping and Front Office.
The team was managed by the Head Housekeeper who provided strict and immutable lists of tasks each day. According to Rutherford and O'Fallon (2007), autocratic leadership type may prove to be effective in the highly structured environment, although it may not allow the staff to make appropriate on-the-fly changes. Since the room attendants were told to do their work according to the lists they had printed, then they had no empowerment to jump and clean a room belonging to a guest who was waiting. According to Wood (2013), strict forms of management usually suppress the teamwork and lower efficiency of the entire service. The employees were merely taking orders and not working dynamically to address the live issues that were being experienced in the lobby.
Moreover, the interaction between the Housekeeping and the Reception had been very low. According to Bardi (2010), the most significant element in the process of handling the early arrival and room turnover is regular and clear communication between the two departments. In the case of the Best Western, front desk employees did not have a reliable mechanism to alert the housekeeping instantly in case particular guests arrived early. Vallen and Vallen (2014) maintain that in the absence of a live medium of communication, the room attendants will be unaware of the real time needs of the reception desk.
The adverse effects of this type of management and communication failure are summarised in the table below:
	Operational Factor
	Management Approach
	Negative Outcome

	Task Delegation
	Autocratic, rigid lists
	Employees are not able to accommodate emergency room requests.

	Departmental Communication
	Disconnected, delayed
	Housekeeping is not even aware of waiting guests.

	Team Culture
	Compliance over flexibility
	Poor employee morale and dissatisfied guests.


According to Johnston, Clark and Shulver (2012), the logic behind having effective service operations is to have managers empower their personnel to resolve the immediate issues. The absence of a democratic or adaptable management style implied that the housekeeping department was unable to meet the dynamic needs of a hectic hotel. My Level 5 course work has taught me that ineffective organisational behaviour negatively affects the end product of the consumer. The hard work of the cleaning staff was totally diminished in this case through the hard approach of the management. I also got to know that as a future manager, I need to create a culture where people can communicate and staff is motivated to adjust to live environment to serve the needs of the guests. Flexible approach is always needed to ensure harmony within the hotel departments.
[bookmark: _Toc223104745]4.0 Improvement Plan and Conclusion
[image: A diagram of a computer

AI-generated content may be incorrect.]
Figure 1 Proposed Communication Loop (Designed by Author)
I have worked out a three-step improvement strategy to ensure that the delay in room turnaround in the hotel is solved. First, the management needs to implement a digital communication system that is, a mobile tablet application, connecting the Front Desk to the Housekeeping carts. According to Walker (2021), the current advancements in hospitality depend on real-time technology to accelerate service provision. Second, the Head Housekeeper must be more democratic in his administration, requiring room attendants to watch the live digital system and book rooms based on guest arrivals rather than a written list. Third, the hotel must hold a daily meeting with the Front Office Manager and Head Housekeeper to announce VIPs and large groups. Felce (2019) believes coordinated cross-departmental teamwork is excellent for teaching students and apprentices. This approach would reduce guest wait times, improve department interactions, and increase guest happiness. This position has shown me that successful management requires both modern tools and a flexible leadership style. I will apply these practical lessons in my career.
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