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[bookmark: _Toc200385482]Introduction
During my Level 6 hotel placement, I was assigned to the housekeeping department at Voco Grand Central, Glasgow, a renowned four-star hotel located in the city centre (IHG, 2025). The cleaning team is essential in upholding the hotel's brand standards by consistently assuring cleanliness, hygiene, and overall guest comfort. This department is accountable for several responsibilities, including the daily sanitation of guest accommodations, restocking supplies, performing deep-cleaning operations, and facilitating swift room turnover during peak check-in/check-out intervals. The efficacy and quality of this department's output directly impacts the entire guest experience and satisfaction ratings. 
At the beginning of the placement, I established the following three learning objectives to guide my development: 
· To maintain accuracy and quality while effectively working in a busy environment.
· To enhance my ability to manage multiple tasks under pressure.
· To enhance my time management skills by prioritising tasks during peak operational hours.
These objectives were selected to prepare myself for prospective supervisory positions in hotel operations. During my placement, I was able to cultivate my skills in each of these areas in realistic conditions and through the guidance of the housekeeping team.

[bookmark: _Toc200385483]Role Reflection (Gibbs)
[bookmark: _Toc200385484]Description
During my employment at Voco Grand Central, I served as a housekeeper in the housekeeping department. My principal duties involved preparing accommodations for arriving guests by meticulously cleaning all surfaces, renewing bedding, replenishing amenities, and ensuring each room adhered to the hotel’s four-star standards. A crucial aspect of the position involved operating under deadlines, especially during weekends and busy check-out/check-in periods, requiring quick room turnover to facilitate new arrivals.

[bookmark: _Toc200385485]Feelings
At first, I felt really overwhelmed by the rapid pace of the role, particularly when rooms required preparation within 30 minutes or less. Nonetheless, I experienced pleasure and motivation, particularly after seeing the team mutual support. The positive attitude of my colleagues and the supportive management approach facilitated my quick settlement within team and created a sense of being a valued team member.

[bookmark: _Toc200385486]Evaluation
A key strength within the department was the collaborative teamwork. During busy periods room turnover demands get very high, coworkers frequently volunteered to support each other in completing rooms to meet deadlines while maintaining quality standards. I encountered this support multiple times, which improved task completion and reduced stress. A further strength was the leadership approach. The duty manager engaged with reception to synchronise guest arrival timings and occasionally helped in inspections or tasks. This direct engagement showed both leadership and dedication.
The job environment required excellent communication, delegation, and teamwork skills. A clear assignment of responsibilities and shared accountability ensured operational efficiency. The transactional leadership approach observed in the department where managers offered clear goals, immediate feedback, and reward systems was appropriate for the structured and standard-driven nature of housekeeping work.
I observed a vulnerability in myself, a hesitation at first to seek help when I felt behind. I initially struggled to accurately estimate the duration of each task, wich made time management challenging. However, through observation and mentorship, I advanced rapidly.
[bookmark: _Toc200385487]Analysis
Housekeeping supervisors must possess proficiency in time management, communication, and teamwork (Casado, 2011). Compared to other departments with more frequent visitor interaction, the interaction of housekeeping is typically quiet yet essential. In my example showed that the supportive and structured leadership model kept team attention and efficiency, aligning effectively with the transactional leadership theory discussed in my Level 5 studies. The team performed under pressure due to well defined goals and the implementation of both financial and non-financial reward schemes.
[bookmark: _Toc200385488]Conclusion 
I now know that teamwork, communication, and structured leadership are critical to success in a high-pressure position like housekeeping. My confidence has increased because of these experiences, which have also taught me the importance of looking for help and taking the knowledge of experienced coworkers.

[bookmark: _Toc200385489]Action Plan
To continue my development, I have created the following steps:
1. Time Management Practice: I will record the amount of time I spend in each room each day to improve both my speed and quality.
2. Feedback: To find areas for improvement, I will regularly request feedback from colleagues and managers.
3. Training: To understand more about expectations, I will ask to view SOP (Standard Operating Procedure) documentation.
4. Supervisor Shadowing: To prepare for future positions, I will, whenever possible, request to observe or help with supervisory duties.
[bookmark: _Toc200385490]Management Performance & Guest Service Analysis
[bookmark: _Toc200385491]Management Styles
Voco Grand Central's housekeeping staff operates under a supportive transactional leadership approach (Tavanti, 2008). Based on what I saw, the supervisors and department manager were task-oriented, giving consistent follow-up and clear expectations, they also showed appreciation for team efforts. This is in line with the transactional leadership theory I covered in my Level 5 Management & Organisational Behaviour module, in which leaders focus on defined roles, short-term goals, and structured performance rewards.

Staff drive, and efficiency clearly changed under this leadership approach. Even on busy weekends, the usage of incentives including performance-based benefits, employee of the month, and recognition helped keep up performance. Regular communication and supervision ensured standards were maintained and room turnover was effective.

[bookmark: _Toc200385492]Health & Safety Compliance
The department operates in strict adherence to health and safety regulations, with clear emphasis on industry standards. Cleaning products are properly labelled and stored, PPE is used consistently, and manual handling procedures are followed. These reflect compliance with UK regulations such as the Health and Safety at Work Act 1974 and COSHH (Health and Safety Executive, 2019). Staff were also aware of the emergency procedures and evacuation routes, which were discussed during our induction.
[bookmark: _Toc200385493]Culture & Teamwork
The organisational culture at Voco Grand Central is inclusive and team driven. This was especially evident in the housekeeping department, where staff from diverse backgrounds worked together with mutual respect. This reflects the Personnel Resourcing & Development module studied in Level 5, which emphasised how positive organisational culture enhances employee engagement, reduces stress, and improves service delivery.
[bookmark: _Toc200385494]Marketing & Guest Experience
Although I directly did not participate in marketing, our efforts were centred primarily around the guest experience. One of the main factors impacting guest happiness is cleanliness, hence Voco's dedication to high standards meets my knowledge from Level 4 in Hospitality & Guest Services. Supervisors checked rooms before release, and guest preferences such as allergies or pillow type, were respected reflecting strong service practices.

[bookmark: _Toc200385495]Guest Service Improvement Plan
[bookmark: _Toc200385496]Identified Issue
Internal miscommunication was a small but persistent problem that I noticed, especially during busy times. For instance, there were times when several employees started cleaning the same room, and unclear updates from reception caused delays in room prioritisation. These incidents created unnecessary stress and inefficiency, even though they had no direct impact on guest satisfaction.
[bookmark: _Toc200385497]Justification
Poor communication can result in staff burnout and operational inefficiencies, claim Rivera and Kashiwagi (2016). Consistent internal communication improves team morale and guest satisfaction, according to Settle (2013). Overall productivity is impacted by delayed room readiness or duplicate duties, even when visitors are not aware of the problem. This can quickly result in fatigue and lower service quality in fast-paced departments like housekeeping (Baum, 2006).
[bookmark: _Toc200385498]Three-Steps Improvement Plan
[bookmark: _Toc200385499]1. Structured Communication
· Establish a clear and consistent format for team communications on Microsoft Teams and WhatsApp. This includes using standard message templates for reporting room status, updates, or urgent requests
· Expected Impact: Faster responses, reduced errors, and improved accountability.
[bookmark: _Toc200385500]2. End of Shift Summary
· Introduce a short digital summary on Teams where supervisors recap what was completed, what needs attention for the next shift, and any guest-specific notes.
· Expected Impact: Smoother transitions between teams, better task continuity, and improved room cleanliness tracking.
[bookmark: _Toc200385501]3. Weekly Brief Session
· Dedicate 10 minutes once a week for housekeeping team members to discuss communication experiences and suggest improvements.
· Expected Impact: Stronger team collaboration, improved morale, and continuous communication practices.

[bookmark: _Toc200385502]Conclusion
My placement in the housekeeping department at Voco Grand Central, Glasgow has been an invaluable opportunity to grow both professionally and personally. Reflecting on my experience through Gibbs Reflective Cycle allowed me to critically evaluate my role, understand the leadership dynamics at play, and identify practical areas for improvement.

I successfully achieved all three of my learning objectives, developing confidence, speed, and adaptability in a demanding environment. Observing transactional leadership in action reinforced my academic understanding of how structure and support enhance performance.
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