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[bookmark: _Toc200926156]Introduction
My placement at Leonardo Hotel East Midlands Airport, located at Ashby Road East Midlands Airport, provided comprehensive experience within the housekeeping department. This department forms the backbone of guest satisfaction, responsible for maintaining 164 guest rooms, public areas, and ensuring exceptional cleanliness standards throughout the property (Tripadvisor, 2025). The housekeeping operation encompasses room cleaning and maintenance, laundry services, inventory management, and coordination with other departments to deliver seamless guest experiences for business travellers, airport passengers, and conference attendees (Jayanti, 2023).
During this placement, I established three key learning objectives: firstly, to develop proficiency in housekeeping operational procedures including room preparation, quality control, and time management; secondly, to understand the complexities of managing health and safety compliance within housekeeping operations; and thirdly, to observe and analyse effective supervisory techniques in managing diverse housekeeping teams.


[bookmark: _Toc200926157]Section 1: Role Reflection
Using Kolb's Experiential Learning Theory (1984) as my theoretical framework, I will examine my placement experience through the four-stage cycle of concrete experience, reflective observation, abstract conceptualisation, and active experimentation. Kolb's model emphasises learning through direct experience and reflection, making it particularly relevant for analysing practical hospitality placements (Kolb, 2014).
[bookmark: _Toc200926158]Role Description
My role within the housekeeping department involved multiple responsibilities including room cleaning, linen management, and quality assurance checks. I worked alongside room attendants, participated in deep cleaning projects, and assisted with inventory control. The role required adherence to strict time schedules, maintaining quality standards, and coordinating with maintenance and front office departments (Yilmaz, 2017).
[bookmark: _Toc200926159]Key Supervisory Skills
Effective supervision in housekeeping requires several critical competencies (Dadang and Heriyanto, 2020). Leadership and delegation skills were essential for managing large teams across multiple floors whilst ensuring consistent service delivery (Ellis, 2021). Communication and teamwork proved vital for coordinating between shifts, departments, and addressing guest requests promptly (Driskell, Salas and Driskell, 2018). Problem-solving and decision-making capabilities were crucial when managing unexpected situations such as maintenance issues or special guest requirements.
[bookmark: _Toc200926160]Practical Examples
In the former, an unexpectedly high number of early arrival guests put an unforeseen strain on the housekeeping department. Our housekeeping manager understood the situation rather fast, established VIP rooms and high-priority ones, and assigned the staff to work. She also kept track of progress herself, varied workloads on a real time basis, and had an open line of communication with the front desk. This made sure that critical rooms were made ready in time and guests did not have to wait long to be accommodated. She also demonstrated the capacity to lead in stressful situations without causing breakdown of services.
Conversely, on one of the shifts, one of the junior housekeeping supervisors had failed to update the front desk regarding the cleaning status of a number of rooms. This resulted in the rooms not being ready hence guests were allocated rooms and they were not satisfied and complained. It took the intervention of the front office manager to fix the problem, that involved manual check of room readiness and reallocation of rooms. The situation led to a subsequent training about the communication procedures among departments.
These two opposite experiences point at aspects of Situational Leadership Theory (Hersey and Blanchard), which proposes that great leaders change their style to fit the task, people working on it, and urgency. The use of directive and coaching style of the housekeeping manager was suitable in high-stress, time-constrained scenarios, and the absence of direction in the junior supervisor indicated the inappropriateness of the leadership style to the task requirements.
Moreover, the second case shows the applicability of the Mintzberg Managerial Roles, especially the disseminator and liaison roles, which are vital in ensuring that the operations in the various departments are smooth.
[bookmark: _Toc200926161]Personal Strengths and Weaknesses
By engaging in some introspection, I was able to recognise my strengths, which include my ability to pay attention to details and adapt to various cleaning procedures.  Nevertheless, I was aware of my shortcomings in terms of time management during the complicated preparations of the rooms, as well as my initial reluctance to directly address the concerns of the guests.
[bookmark: _Toc200926162]Professional Development Action Plan
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[bookmark: _Toc200926163]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200926164]Management Styles
The housekeeping department demonstrated a predominantly democratic leadership approach, aligning with concepts from Management & Organisational Behaviour (Level 5). Supervisors regularly consulted team members about operational challenges and encouraged input on process improvements (Valentino, LeBlanc and Sellers, 2016). This participative style enhanced staff motivation and job satisfaction, as supported by Herzberg's Two-Factor Theory, which emphasises the importance of recognition and responsibility in workplace motivation (Hutton and O’brien, 2018). However, during peak periods, supervisors adopted more autocratic approaches to ensure efficiency, demonstrating situational leadership flexibility.
[bookmark: _Toc200926165]Health & Safety Compliance
The department maintained exemplary health and safety standards, adhering to the Health and Safety at Work Act 1974 and COSHH Regulations 2002 (HSE, 2024). All staff received comprehensive training on chemical handling, manual handling techniques, and personal protective equipment usage. Regular risk assessments were conducted, and safety data sheets were readily accessible (Gerba, 2019). The implementation of colour-coded cleaning systems and proper ventilation protocols exceeded industry best practices, ensuring both staff and guest safety whilst maintaining operational efficiency.
[bookmark: _Toc200926166]Culture & Teamwork
Drawing from Personnel Resourcing & Development (Level 5), the department fostered an inclusive organisational culture that valued diversity and teamwork. The multicultural housekeeping team demonstrated how effective cultural integration enhances service delivery (Clarke, Robinson and Mayo, 2018). Regular team meetings, recognition programmes, and cross-cultural communication training created a supportive environment that translated into improved guest experiences. Schein's organisational culture model was evident through shared values of excellence and mutual respect amongst team members (Williams, 2022).
An inclusive culture promoted teamwork through shared values and communication, aligning with Schein’s organisational culture model which emphasises underlying assumptions, values, and artefacts shaping behaviour and performance (Schein, 2010).
[bookmark: _Toc200926167]Marketing & Guest Experience
Linking to Hospitality & Guest Services (Level 4), the housekeeping department played a crucial role in exceeding guest expectations through attention to detail and personalised service touches. The implementation of guest preference systems and special occasion amenities demonstrated understanding of service marketing principles. However, opportunities existed to better communicate housekeeping services to guests, potentially enhancing perceived value and guest satisfaction scores.


[bookmark: _Toc200926168]Section 3: Guest Service Improvement Plan
[bookmark: _Toc200926169]Identified Issue
Through observation and analysis, I identified inconsistent room inspection procedures as a significant issue affecting guest service quality. Variations in inspection thoroughness between different supervisors led to occasional oversights that resulted in guest complaints and reduced satisfaction scores.
[bookmark: _Toc200926170]Academic Justification
According to Andari, Najmudin and Harnaji (2019) research, service consistency is one of the direct factors that result to guest loyalty and repeat business in hospitality operations. The results of their study show that small service failures have the potential to cause a big impact on guest satisfaction and brand reputation. In addition, Grönroos (2019) asserts that service quality consistency is crucial to developing competitive advantage in the hospitality markets.
[bookmark: _Toc200926171]Three-Step Improvement Plan
[bookmark: _GoBack][image: ]
The integration of technology, peer accountability, and performance transparency are all practices that are currently prevalent in the hospitality industry, and these improvements are in line with those practices.  In light of the fact that guest satisfaction scores have increased, the number of complaints has decreased, and operational efficiency has increased as a result of standardised procedures, this is to be anticipated.


[bookmark: _Toc200926172]Conclusion
The placement at housekeeping department of Leonardo Hotel East Midlands Airport gave me a wonderful opportunity to learn about guest service operations management. I hit my learning objective with operational proficiency, understanding compliance requirements and looking at various supervisory styles.
This experience underscored the great significance of maintaining consistent quality standards, good communication and cultural sensitivity to deliver outstanding guest experience. To observed inconsistencies, I plan to improve upon the department's existing strengths in safety compliance and team culture.
The combination of theoretical knowledge from various Level 4 and Level 5 modules with practical experience has helped me understand hospitality operations management in a better way and has equipped me with the requisite skills for taking up leadership roles in the industry in the near future.
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Area

Specific Action Timeline Success Criteria

Resources 

Required

Time 

Management

Practice standardised

cleaning procedures with 

experienced staff

2 months

Complete standard

roomcleaningwithin

allocated timeframe

Mentorship, timing

exercises

Guest 

Communication

Shadow supervisors

duringguestinteractions

and complaint handling

3 months

Confidently handle

guest requests

independently

Role-playing 

scenarios, 

supervisor guidance

Quality Control

Learn quality assurance

checklistsandinspection

procedures

1 month

Identify and correct

quality issues

proactively

Training materials,

inspection forms
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Step Operational Change Industry Best Practice Alignment Expected Impact

1

Implementstandardiseddigital

inspection checklists with

mandatory photo

documentation

Aligns with technology-driven

quality assurance systems used by

international hotel chains

Reduce inspection

variations by 80%,

improve accountability

2

Establish peer review system

where rooms are randomly

inspected by different

supervisors

Follows best practices from

Marriott and Hilton quality

management systems

Enhance quality

consistency, increase

staff development

3

Create monthly quality

performance dashboards with

individual and team metrics

Mirrors industry-standard

performance management

approaches

Improve motivation,

reduce guest

complaints by 25%


