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[bookmark: _Toc199788892]Introduction
Throughout the 10-week Level 6 hotel placement within the housekeeping department at Rossington Hall, I have gained significant experience from the department's officers in areas such as laundry, public area cleanliness, and guest room service. During the placement, the three learning objectives that I hoped to accomplish were "To gain insight into supervisory role", "to improve command of communication, specifically during peak hours", and "To learn the integration of theoretical concepts during offerings of guest services". 
[bookmark: _i1kj5g8z09tk][bookmark: _Toc199788893]Section 1: Role Reflection
Self-reflection is crucial for individuals to enhance their credibility, identify their strengths and weaknesses, reflect on past experiences, and develop plans to achieve meaningful goals in the future. Work-based learning supports individuals in improving their knowledge, which in turn fosters professional behaviours that positively influence their eligibility to meet the current needs of the workforce (QAA, 2018). In this regard, I will consider Kolb’s learning cycle, as defined by Vince (2022), to present my experiences during placement in the housekeeping department, which will enlighten my personal development and the application of skills. 
Concrete experience
Reflecting on the first stage of Kolb's learning cycle, I can mention that during my placement, I worked with the housekeeping team, as well as the Executive Housekeeper, on reporting, stock control, and preparing guests' rooms. One of the most memorable experiences I can recall was preparing a guest room after a large group checked out. We had around 3 hours to prepare 12 rooms, and initially, I panicked. However, I gradually followed the cleaning checklist and distributed tasks among team members, which helped increase focus and reduce anxiety levels. 
 Reflective observations
During my placement at Rossington Hall, I found that both delegation and communication skills are crucial while working in a group to drive positive outcomes even under pressure. Mistry et al. (2022) noted that effective managerial traits, including strong supervisory skills, communication abilities, and interpersonal skills, among others, contribute to the successful delivery of services for hospitality organisations. During my time at Rossington Hall, I observed an event where I recognised that, despite a strong team's efficiency in carrying out required activities, inadequate communication led to repetitive work, confusion, and even team conflict. In such situations, I become frustrated, and from these incidents, I have recognised that poor communication can negatively affect efforts and employee morale. 

Abstract Conceptualisation
I realised that to become a supervisor in the housekeeping department, individuals require a combination of problem-solving, leadership, and coordination skills (Bardi, 2010). I equipped myself with skills such as teamwork, credibility, approaches to making a positive impression on customers, and problem-solving skills. For example, during my tenure in the housekeeping department, I once found a stained bedsheet just before the respective guest's arrival. I responded quickly by escalating the issue to my supervisors and addressing it before the guest's arrival. Although I felt nervous initially, I made a quick decision to inform my supervisor about the issues and took the necessary actions without compromising the client's satisfaction level. 
Active experimentation
I have found that attentiveness, responsiveness, and critical thinking are my current areas of strength. Whereas, reflecting on the perspectives of Casado (2012) and Rughubalan (2009) on housekeeping management, I found that communication improvement is a primary area that I should focus on to enhance my credibility and work more efficiently in the housekeeping department. To achieve this, my future action plan will be to participate in an online leadership development workshop to enhance my communication skills and task delegation abilities while working in a group. I will also plan to develop a weekly journal to track my emotional responses and choices in the context of future workplace scenarios. 
[bookmark: _pxz9coj5q0hh][bookmark: _Toc199788894]Section 2: Management Performance & Guest Service Analysis
Management styles
I found a transformational leadership style that is followed by the supervisors at Rossington Hall, which motivates the team by portraying traits such as praise, acknowledgement, encouragement, and clear communication. This approach can be aligned with the concept of McGregor's Theory Y, as underlined by Touma (2021), which reflects the fact that staff or employees are motivated intrinsically and seek responsibility. This further reflects on the discussion regarding the influence of management on organisational behaviour made in the module “Management & Organisational Behaviour (Level 5). On the contrary, I found that some other supervisors in the same department followed an autocratic style, which often resulted in repetitive work while declining team productivity (Hagg, 2013). In this context, I can mention that a transformational style helped me become more valued and confident, motivating me to contribute ideas. Whereas the autocratic style minimised my motivation level, creating difficulties in improving my learning process in the field of leadership and management. 
 Health and Safety compliance
During my placement, I found that Rossington Hall strictly follows the health and safety compliance. For example, the organisation adhered to the Health and Safety at Work Act 1974, followed by the Control of Substances Hazardous to Health (COSHH) regulations at the workplace to maintain workers' well-being (HSE, n.d.; Legislation, n.d.). While the team at the mentioned organisation considers Industry standards in their work practices, I completed COSHH courses to gain insight into the areas that I should consider to avoid any health and safety compliance issues. 
Culture & teamwork
For a hospitality organisation, organisational culture is found to have a significant contribution to staff performance and overall guest experiences (Dawson et al., 2023). This reflects the areas I have covered under the “Personnel Resourcing & Development” Level 5 module, where I have gained insight into the effectiveness of an inclusive environment in improving staff engagement while minimising overall employee turnover. 
Marketing & guest experience
Housekeeping is found to have an indirect influence on strengthening the brand perception while maintaining consistency in offering positive guest experiences. Reflecting on the discussion presented in Hospitality & Guest Services (Level 4), it is identified that operational efficiency level influences organisational brand repetition, specifically for hospitality firms. While working at Rossington Hall, I found that guests often provided positive ratings if they expected service quality that met their needs during their stay at the hotel. 
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Issue: delay in terms of room readiness during peak check-in times results in customer frustrations and complaints in the reception areas
Justification
Timely service delivery is identified as one of the key preferences that guests want, specifically from Rossington Hall. According to Ali et al. (2021), reliability and responsiveness are identified as the core service quality factors that influence brand perceptions and guest satisfaction levels in hospitality organisations. Hence, in the context of identified issues, the following plan could be integrated to improve guest service.
	Goals
	Expected outcome
	Timeline
	Metrics

	Integration of real-time room-checking software 
	Minimisation of communication gaps and improving the check-in process
	Within the next 2 months
	80% accuracy in the context of updating room status while reducing guest waiting time by 20%

	Introduction of shift scheduling for VIPs and early arrivals
	Improvement in guest satisfaction
	Within the next 1 month
	Improvement of guest satisfaction score to 85%

	Training the restaurant and front-desk staff to deal with peak-hour requirements
	Enhance operational performance and employee agility in managing housekeeping activities.
	Within the next 6 months
	25% reduction of complaints in the check-in process, specifically during peak hours



Table 1: Guest Service Improvement Plan
(Source: Self-created)

[bookmark: _btep7s6tibjt][bookmark: _Toc199788896]Conclusion
In conclusion, it can be noted that my placement at the mentioned organisation provided a significant opportunity to deepen my knowledge of operational standards, leadership approaches, and guest execution within the housekeeping department. Additionally, I have identified areas for improvement where I can engage more efficiently in future housekeeping activities.
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