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[bookmark: _Toc223084409]Introduction
The Level 6 placement that I did was at Village Hotel Swindon, which is a full-service hotel of the Village Hotels brand that provides accommodation facilities, a health club, conference and events facilities, as well as food and beverage outlets. I strongly believe that during my placement, Charlie Metcalfe was a key figure in supporting me and guiding me through the operations of the hotel. My placements were mainly in the Housekeeping department, where I was to ensure that the guest rooms, public health and back-of-house areas were kept tidy and presentable. According to Walker (2021), the housekeeping department is, perhaps, the most operationally intensive one within any hotel, and it is the direct reflection of how the guests will view the quality and value. In Village Hotel Swindon, this department combines all the shifts of room attendants, supervisors, linen porters, and cleaners in the public areas. This journal is a reflection on one major issue I identified, namely the impact of organisational culture on staff cohesion, communication, and guest satisfaction, based on theories covered during my Level 5 course in Personnel Resourcing and Development.
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The main problem that I noted during my placement relates to a discrepancy in the culture of the team in various shifts at Village Hotel Swindon, in terms of housekeeping. The morning shift had a great sense of team focus - employees were open to each other, worked together when there was a big workload, and took the initiative to report to the supervising staff when guests had demands. In comparison, the afternoon shift also had significantly lower morale, a more siloed working behaviour and responded more slowly to guest requests. This misalignment made me take a critical thinking in the way culture operates in hospitality organisations and its role in operations.
It is an argument of Wood (2013) that organisational culture within the hospitality environments is not unitary, but rather one shaped by subgroup identities, shift-specific norms, and management micro-behaviours, which is also the case with Village Hotel Swindon. The afternoon shift also did not have the informal rituals of sharing briefings, encouraging each other and supervising activities as seen in the morning team. My mentor, Charlie Metcalfe, has been aware of this imbalance since one of our regular feedback meetings, as he observed that the afternoon team had gone through a phase of staffing volatility that had disturbed the internal cohesiveness of this team. In my Level 5 Personnel Resourcing and Development coursework, I discussed the impossibility of realising employee engagement or cultural alignment solely through the policy, which needs to be reinforced by the manager on a regular basis and filled with meaningful interpersonal investment (Armstrong and Taylor, 2020).
The Cultural Model developed by Schein came in handy as well in this situation, distinguishing between three levels of culture artefacts, espoused values, and underlying assumptions. Although the artefact-level culture at Village Hotel Swindon was observed through branded uniforms and systematised service standards, the focus on teamwork or accountability in the espoused values was not consistently applied to every shift. Wood (2013) confirms that it takes daily behavioural reinforcement by leadership, as opposed to the presence of written values or a mission statement, to sustain a culture.
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This cultural paradox was quite eye-opening and, at other times, irritating to observe. I remember that one day there was a guest who called the housekeeping three times and asked for more towels. This time was not due to a lack of supplies, but it happened due to a lack of clarity in task ownership to the afternoon team, as every member thought that somebody had already acted on the request. The guest then made a complaint at the reception desk to Shaun, who was the Host Manager, and he approached it professionally, but he used it as a learning experience the next morning during a team briefing. This was the moment when it became absolutely clear to me the directness with which culture can be turned into quantifiable service results.
Jones (2008) adds that effective housekeeping requires not only this process to be performed but a culture of accountability and proactive communication, i.e. the type which the afternoon shift did not have. Thinking of my Level 5 research, where staff turnover rate in the UK hospitality industry is 37.6% as a key contributing factor to disengagement (Hagg, 2013), it occurred to me that my placement was a bright depiction of this number. I noticed that cultural dysfunction never existed in the abstract form but has direct and real-life effects on the satisfaction of guests.
This was further confirmed in a discussion with Freya, who is the Food and Beverage Manager. She observed that the teams which received constant supervisory attention, such as frequent briefings, delegation of specific tasks, and recognised involvement, consistently provided better services and had fewer complaints. When I attended a joint team walkthrough, she had an informal talk with Charlie Metcalfe, which confirmed to me that the cultural gap that I had noticed in Housekeeping was symptomatic of a greater, systemic problem and also not due to individual failure. This is supported by Felce (2019), who states that the workplace should model the professional cultures they claim to be. All this standard was demonstrated in an exceptionally specific mentoring strategy of Charlie, who arranged regular check-ins, was very direct in feedback, and based his practice on the theory.
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Based on my experiences and previous studies, I am suggesting the Improvement plan of the Housekeeping department of Village Hotel Swindon as follows (in three steps):
Step One: Shift-Specified Cultural Briefings. Formalisation should be made the norm, whereby a structured five-minute briefing is conducted when every shift is headed by the housekeeping supervisor. Such sessions would strengthen the values of the team, allocate specific tasks, and establish an opportunity to communicate freely. This is consistent with the best practice as pointed out by Wood (2013), who identifies rituals of the day in preserving organisational culture. It is anticipated to result in increased task clarity and fewer cases of ownership ambiguity, which will, in turn, directly impact the way guests respond, which is one of the goals Shaun specifically recognised as a priority after the towel complaint incident.
Step Two: Cross-Shift Peer Mentoring. A casual cultural transfer would be achieved by assigning members of the stronger morning shift to colleagues of the afternoon shift on a shift-by-shift rotation. According to Anon (2010), systematic peer-learning in work-based settings is more permanent than formal training, which is regarded as having low transferability of tacit knowledge. The intervention is cheap, operational, and concomitant with the very mentoring methodology by Charlie Metcalfe, which revealed that the type of relationship-based support is highly effective in promoting the process of professional development in a much shorter time.
Step Three: Shift-Level Guest Satisfaction Tracking. The introduction of a shift-level guest satisfaction measure, through the review and feedback mechanism developed by Village Hotel Swindon, would enable the management to pinpoint new performance gaps with more accuracy. According to Walker (2021), the modern housekeeping management relies on performance measurement systems. Should the housekeeping supervisor and Shaun have transparent and shift-level data at their disposal, they would have an evidence base to base their cultural investment on and check the progress throughout the years.
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It is this reflective learning log that has discussed how organisational culture has affected organisational results of teamwork and guest service at Village Hotel Swindon in the Housekeeping department. I realised that there was a significant cultural dissimilarity in how shifts would be, reflected in the dissimilarity in the degree of communication, mutual support, and efficiency of operations. The application of the Schein Cultural Model, with the help of the information provided in my Level 5 Personnel Resourcing and Development course, helped me to stop describing this problem and start with critical analysis. The use of literature, such as Jones (2008), Wood (2013), Walker (2021), and Armstrong and Taylor (2020), continues to confirm that culture is not in the background but a determining factor of quality of services. Interviews with Charlie Metcalfe, Shaun and Freya depicted that the cultural problem that was experienced in Housekeeping was indicative of a larger organisational relationship that needed systematic focus. The three-step improvement strategy, which consists of briefings on shifts, peer mentoring, and satisfaction tracking at a shift level, is based on industry best practices and will also serve as a meaningful contribution to my own leadership approach in the future hospitality practice.
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