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[bookmark: _Toc197169158]Introduction
Throughout my 10-week internship at the Ashford International Hotel & Spa, I chose to focus on the Housekeeping Department for specific emphasis due to the pivotal role of this department in shaping the guest experience. The department provides an array of services that include daily cleaning of guestrooms, thorough guestroom cleaning, laundry processes, refilling guest amenities, and maintenance standards of cleanliness and appearance within both public areas and guest rooms.
Housekeeping is not only an operating role but a strategic one that contributes to maintaining the hotel's reputation, guest satisfaction, and health and safety compliance. Housekeeping must create the hospitality tone by providing hospitality and cleanliness (Casado, 2012).
My three learning objectives at the start of the placement were:
1. To understand the daily operations and supervision responsibilities within housekeeping.
2. To develop effective communication and problem-solving skills in a fast-paced environment.
3. To reflect on leadership practices and understand how teamwork influences service quality.



[bookmark: _Toc197169159]Section 1: Role Reflection
Reflection Model Used: Gibbs Reflective Cycle (1988)
1. Description
My principal responsibilities as a housekeeper during my stay included keeping the guest rooms tidy, replenishing supplies, bringing any maintenance issues to the attention of the department, and sometimes aiding the supervisors with room inspection and inventory checking (Jayanti, 2023). I also accompanied the supervisors in order to be informed of the scheduling and procedure for task delegation.
2. Feelings
As my placement got underway, I had conflicting feelings of excitement and nervousness as I desired to learn but did not know how to prepare for the stressful work environment. As time passed, I became more confident in articulating myself to managers and peers as I gained hands-on experience.
3. Evaluation
An effective area was where the supervisor delegated the activities. This promoted team efficiency, especially during peak weekends (Cheyroux et al., 2025). Contrarily, initially, I didn't effectively utilise time, especially when there were multiple activities to be done in a limited timeframe. I also struggled to predict some of the housekeeping needs without prior experience, like an occasional lack of linens.
· Example 1: A VIP guest was scheduled to arrive early on one day. The supervisor rearranged tasks effectively, requested assistance from team members, and got the room ready in advance. Her effective delegation of tasks and transformational leadership ensured that what would have been a problem became a success, illustrating transformational leadership principles (Bardi, 2010).
· Example 2: I have earlier noticed a common issue of linen shortages. Subsequently, I brought this to the notice of the supervisor, who negotiated with the laundry supplier to ensure more regular deliveries.


4. Analysis
The problem-solving approach of the supervisor, particularly for the linen shortage issue, focused on being proactive and working with the suppliers to ensure uninterrupted operations (Leppänen, 2024). Her leadership approach also demonstrated some of the most significant characteristics of transformational leadership, wherein she empowered her group by delegating duties suitably and providing help when necessary.
By such experiences, I have learned that effective communication and problem-solving skills are crucial when managing a housekeeping staff, especially during unplanned setbacks (Hussain, Soni, and Shah, 2024). I have also learned to realise that despite the initial issue with time management, I could work around it by observing how seasoned staff solved similar issues.
5. Conclusion
Overall, I had a clearer idea of what the housekeeping department needed and how leadership would ensure quality in service. I was able to learn how to delegate work, communicate, and be proactive in problem-solving. Analysing my strengths and weaknesses, I realised that though I am detail-focused and can communicate effectively, I need to do better at managing time, particularly under pressure.
6. Action Plan for Professional Development
	Area for Improvement
	Action
	Timeline
	Expected Outcome

	Time Management
	Use task checklists and allocate time blocks
	1 month
	Complete tasks more efficiently

	Leadership Skills
	Enrol in a short hospitality leadership course
	3 months
	Develop readiness for supervisory roles

	Problem-Solving
	Practice scenario-based training exercises
	Ongoing
	Respond more confidently to real-time issues
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Management Styles and Motivation
The contented democratic style of management by the housekeeping department involved supervisors seeking suggestions and feedback (Khemraj, Wu, and Chi, 2023). The participative style motivated group morale and compelled the employees to accept responsibility for their work (Management & Organisational Behaviour, Level 5). When the team was heard, they were dedicated to providing quality standards.
For instance, when we launched a new green cleaner, supervisors engaged employees actively in trial tests and comments. It was an inclusive approach that facilitated easy transition and morale maintenance.
Health & Safety Compliance
The housekeeping staff adhered to COSHH guideline procedures rigorously, including chemical handling and personal protective equipment use. I underwent a health and safety induction and witnessed regular checks by supervisors, enforcing industry compliance standards. Auditing and training on a routine basis are essential in reducing risks in the hospitality industry, as established by Casado (2012).
Culture & Teamwork
Organisational culture was team-based and inclusive, founded on respect, mutual support, and diversity (Portaankorva, 2024). Individuals from other cultures co-mingled together in harmony, with high emotional intelligence and high cultural awareness (Foreign Languages & Cultural Awareness, Level 5).
Daily huddles promoted bonding and clear day-ahead objectives. Good culture fostered cooperation, which was unwittingly appreciated by the guests through consistent roommate assignments and prompt standards of service.
Marketing & Guest Experience
Despite being an intangible function, housekeeping comes in direct contact with the guest experience. The department made sure all touchpoints—whether new linens, tidy bathrooms—hugged brand commitments, resulting in positive word-of-mouth and return stays (Hospitality & Guest Services, Level 4).
[bookmark: _Toc197169161]I noticed such minor details like towel designs or restructuring toiletries always produced a 'wow factor' among visitors. Bardi (2010) discusses how frontline cleanliness has an impact on more than 70% of measures of guest satisfaction.
Section 3: Guest Service Improvement Plan
Identified Issue: Room Readiness Delays
During my placement, one of the issues was delayed room readiness, especially during peak season. Guests who arrived before 3:00 p.m. were likely to have to wait, leading to disappointment and complaints.
Significance of Issue
This issue had affected the guest satisfaction scores and created tension among reception and housekeeping staff. Delays in room availability are one of the key factors contributing to negative guest feedback (Hagg, 2013). Furthermore, Bardi (2010) highlights that the first impression at check-in is a determinant of the overall rating of their stay by the guest.
Three-Step Improvement Plan
· Operational Change: Real-Time Task Coordination App: Implement a mobile housekeeping application for managing which offers real-time status updates on rooms and faster communication with the front desk.
· Alignment with Best Practices: Marriott and Hilton type of hotels use such systems to optimize workflow and reduce lag time (ASET, 2017). Technology use optimizes service efficiency and empowers staff with better task monitoring.
· Expected Effect: This change will reduce wait times, improve guest satisfaction, and reduce complaints. It will also improve interdepartmental communication and accountability.

[bookmark: _Toc197169162]Conclusion
This 10-week placement with the housekeeping department at Ashford International Hotel & Spa has greatly enhanced my appreciation of operational procedures and the fundamental managerial skills that drive guest service excellence. Through active participation and observation, I have gained a precise appreciation of how effective leadership, teamwork, communication, and meticulous attention to detail contribute to the delivery of high standards of cleanliness and guest satisfaction.
Reflecting on my initial learning objectives, I was able to gain skills in hands-on operational skills, improve communication and time management skills, and see firsthand the challenges faced by supervisors, such as how leadership styles directly affect staff morale and service delivery.
This experience not only rekindled and strengthened my passion and aspiration for becoming a career professional in hospitality management but also provided me with practical industry-applied knowledge. I feel more confident to translate theoretical concepts into real-world situations and better equipped to contribute positively to guest service operations in my future career.
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