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At the Sunday Winchester Wessex Hotel, a historic property in Winchester, I was placed in the Housekeeping Department, which is key to keeping the hotel clean and guests happy. The department ensures that services such as cleaning, linen replacement, hygiene and attention to guests’ needs are of high quality. Being in this role allowed me to observe and take part in making operations more efficient. I aimed to: (1) improve communication between supervisors in a fast-paced hospitality setting, (2) learn and use guest satisfaction guidelines, and (3) make quick decisions when the business was at its peak.
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Figure 1: Gibbs' Reflective Cycle (1988) (Gibbs, 1988)
Description
At the Sunday Winchester Wessex Hotel, I was assigned to support the Housekeeping Department as a supervisor. I was responsible for daily room checks, keeping track of linen and amenities, helping housekeeping and front desk staff communicate, and occasionally supervising the turndown process. The job required paying close attention to details, making quick decisions and managing tasks according to when guests arrived and left. I also took part in checking the quality of the cleaning and helped with any guest comments about cleanliness.
Feelings
In the beginning, I felt like I wasn’t ready and was nervous when I had to talk to senior supervisors or lead experienced staff. Because the department was organised hierarchically, it was difficult to be respected and respect others at the same time. By the second week, being around the work and getting help from my teammates made me feel more confident. I started to feel more confident, trusted and able to contribute valuable ideas during meetings and when tasks were assigned.
Evaluation
I noticed that my ability to delegate tasks made the workflow more efficient when the store was busy. I spoke clearly and respectfully, which encouraged the team to cooperate. It was difficult for me to manage my time when I had to handle many requests from reception and sudden demands from guests, which often meant I put off restocking the linen on the upper floors. I also failed to log maintenance issues as soon as they came up, which showed that I needed to improve my prioritisation skills. While the set handovers and briefings helped me adjust, I soon understood that being prepared and flexible was very important in this job.
Analysis
According to Tuckman’s model, I observed that our team progressed from the initial forming stage to the performing stage as time passed (Akan, 2005). A good example of effective leadership happened during a weekend event, where rooms had to be turned around very quickly. I worked with the laundry team, changed room assignments with reception and made sure there were enough staff members on duty. Doing this task well made me feel more confident in my abilities. On the other hand, a failure to communicate with maintenance about a broken bathroom fixture in a VIP room led to guests being unhappy. It revealed that there was not enough coordination between departments and that urgent escalation procedures were missing. The Situational Leadership Theory made me realise that telling my team what to do was not helpful; instead, joining in and working with them made everyone more respected and successful (Parveen and Tariq, 2014).
Conclusion
This experience illuminated the multifaceted nature of supervisory roles in hospitality. Leadership is not merely about directing tasks but about anticipating issues, adapting communication styles, and managing relationships sensitively. Emotional intelligence and operational agility emerged as core competencies.
Action Plan
To improve, I will:
· Shadow a senior supervisor weekly to gain deeper insight into prioritisation.
· Complete a short course on time management by the end of this term.
· Practice interdepartmental communication by initiating weekly feedback exchanges with maintenance staff.
[bookmark: _Toc199962771]Section 2: Management Performance & Guest Service Analysis
While at the Sunday Winchester Wessex Hotel, I noticed that the Housekeeping Department was managed mainly through democracy, but situational leadership was used when things got busy. Team members were regularly included in decision-making by their supervisors, which encouraged them to feel more independent and responsible. This is consistent with Management & Organisational Behaviour research, which points out that participative leadership leads to higher staff motivation and performance (Bardi, 2010). For example, when making the room inspection rota, staff input was included, which resulted in better task responsibility and a fairer workload. At the busiest times, the leaders took on a more directive approach, which is in line with Hersey and Blanchard’s belief that leadership should change based on the situation and followers’ abilities (Thompson and Vecchio, 2009).
Health and safety was valued, as everyone wore the right PPE, COSHH data sheets were in the storerooms and fire drills were held regularly following the UK Health and Safety at Work Act 1974. I observed that manual handling was not always done properly, which can lead to more injuries. This is in line with HSE’s research, which found that when training is not applied the same way, it can result in gaps in compliance, especially in areas like housekeeping (QAA, 2018).
The teamwork and inclusiveness in the culture helped unite staff and improve the way guests were served. Because the team was so diverse, it was important to be aware of different cultures. Employees were advised to greet guests in their native languages and use signs in several languages, following the guidance from the Foreign Languages & Cultural Awareness module. As a result, team spirit increased and international guests felt more welcome, supporting Hofstede’s idea that being culturally sensitive improves how service is perceived (Cacciattolo, 2014). Marketing efforts were in line with the company’s eco-friendly image. For instance, signs about the hotel’s linen reuse program helped cut laundry expenses and pleased guests who care about the environment. This is in line with the Hospitality & Guest Services concept, which involves guests and the company working together to care for the environment (Das, 2023).
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I noticed that during the busiest check-out times, between 11:00 a.m. and 2:00 p.m., it took longer than expected to clean and prepare the rooms. Because of these delays, guests were less satisfied with check-in, and the hotel faced operational issues. Parasuraman et al.’s SERVQUAL model (1988) states that responsiveness and reliability are important aspects of service quality (Shameem and Preetha, 2012). When guests had to wait for their rooms, it affected these service aspects and usually resulted in complaints at the front desk and lower ratings after their stay. Singh and Jaykumar (2019) view that service delays can reduce the perceived value and loyalty to a brand in the hospitality industry. The main reason was that the number of guests leaving at once was higher than the staff could handle, and there was not enough real-time communication between the reception and housekeeping teams.
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Step 1: Operational Change
Introduce a real-time digital room status tracking system, integrated with the PMS (Property Management System). This would allow housekeeping staff to prioritise urgent room turnovers and align with front desk updates, reducing miscommunication.
Step 2: Alignment with Best Practices
This initiative aligns with the (ASET, 2017), which stresses the importance of employing digital tools for operational efficiency in work-based learning environments. Benhadda et al. (2016) also highlight that real-time information flow enhances productivity and service accuracy in housekeeping operations.
Step 3: Expected Impact
Tracking in real time and adjusting staffing levels help avoid delays, make guests happier, improve ratings on TripAdvisor, reduce stress and turnover among staff and show that the hotel is up-to-date with industry trends.
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In sum, I believe I accomplished all three of my learning objectives after my placement. I learned to lead teams, understand what guests want and make quick decisions when the restaurant was busy. As a result of this experience, I became better at leading, solving problems, managing my time and working as part of a team. I realise that I should focus on getting better at prioritising and coordinating in real time. Overall, this experience has encouraged me to pursue a job in hotel operations, mainly in roles that involve guest service and leading teams.
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