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During my industry placement, I worked in the Housekeeping Department at Ibis London Canning Town, midscale economy hotel operated by Accor group. The hotel is in East London and caters to a mix of domestic and international guests, including business travellers due to its proximity to the O2 Arena, the Excel London exhibition centre, and London City Airport as well as leisure tourist and stopover guests. The property features 196 rooms and focuses on providing a value for money, comfort, and cleanliness. The Housekeeping Department plays a central role in delivering the Ibis brand promise of “simple, modern comfort”. Its services include room cleaning, linen management, replenishment of in-room supplies, and fast guest handling. The department consists of room attendants, linen porter, supervisor, and a housekeeping management. This reflection focuses on the management style used within the department, which I found had a noticeable impact on staff motivation, morale and operational efficiency. Drawing on insights from the Management & Organisational Behaviour module (Level 5). This reflection also evaluates how leadership affected the guest experience and propose an improvement plan based on recent academic research.

During my placement, I observed that the supervisory leadership style in housekeeping leaned heavily towards autocratic management. The supervisor typically issued top-down instruction with minimal consultation or input from staff. Task assignments were rigidly enforced, and there was a little opportunity for feedback or open communication. When the team members raise concerns-such as uneven room allocations or delayed replenishment of supplies-their suggestions were often ignored or dismissed.
I observed that this management style had several negative effects. Room attendants often mentioned feeling unappreciated, and overall morale seemed low, particularly during busy check-out times. This atmosphere also resulted in delays in preparing rooms, which caused frustration at the front desk and inconvenience for incoming guests. Some guests even left comments online highlighting issues with room cleanliness and readiness.
Looking back on this experience, I realised that although the department maintained basic operational standards, the lack of openness and flexibility reduced the team’s drive to go beyond the minimum expectations. The problem became especially noticeable during periods of high occupancy, when time pressures revealed how unmotivated and inefficient the team had become under such a strict style of supervision. This experience helped me understand the value of a more inclusive and supportive leadership approach in encouraging collaboration and sustaining high-quality service.
In the Management &Organisational Behaviour module I studied various leadership styles and their application in service-oriented industries. Autocratic leadership, while sometimes necessary in emergencies or highly regulates environments, often suppresses creativity and reduce team engagement. In contrast, participative leadership, which focuses on empowering and supporting employees, has been found to reduce burnout and increase performance in high-pressure environments like hospitality. (Wiyono, 2024). Transformational leadership, which inspires and motivates employees toward a shared vision, is also considered more effective than command-and- control approaches in modern service organisations. (Huertas-Valdivia, 2022).
A recent study by (Islam, 2025) found that participative leadership improved employee performance quality in hotels, primarily by increasing perceived organisational support and autonomy. This directly aligns with the issues I observed at Ibis- team members felt disempowered, which affected the quality-of-service delivery and guest satisfaction.
Self-reflecting on my role and learning, Initially, I found it difficult to engage within such a rigid leadership framework. Having examined the concepts of participative and servant leadership during my studies, I felt disheartened by the minimal scope to contribute my perspectives or be involved in decision-making. Nevertheless, this situation prompted me to consider how influence can be exercised beyond formal authority. Over time, I began to offer informal support to the team by assisting colleagues who were struggling with their room allocations and by motivating others to voice their concerns when challenges emerged. I also recommended a fairer distribution of tasks to alleviate staff exhaustion. Through this experience, I realised that even in highly structured environments, collaboration and positive change can be nurtured through empathy, initiative, and quiet leadership.
Although my suggestion was not adopted by the supervisor, the act of voicing it heled build rapport with colleagues. I learned that leadership doesn’t require the title-small acts of support, empathy, and initiative can shape team culture. This reflects the value of emotional intelligence which (Goleman, 2017) argues is a vital skilled leader in high-stress, people-focused industries.
[bookmark: _Hlk212728813]Through this experience, I have come to understand that leadership style is not merely a management choice—it influences the entire guest experience. When staff feel respected and included, they are more likely to provide consistently high-quality service.
In hospitality, Industry and Academic Perspectives leadership style matters since the guest experience is often shaped by the performance of non-visible departments like housekeeping. Cleanliness, punctual room readiness, and attention to detail are all critical metrics in customer satisfaction surveys and online reviews. These outcomes are directly influenced by how motivated and supported the staff feel.
(Wiyono, 2024) confirm that servant leadership not only improves work culture but reduces staff burnout. Similarity (Yahaya, 2020) found that participative leadership improves job commitment and reduces turnover-both of which impact the consistency and reliability of service delivery.
Furthermore (Islam, 2025) highlight that in hotel environments, where pressure and unpredictability are common, a rigid autocratic approach can stifle performance. A more flexible leadership model fosters accountability and encourages proactive problem-solving.
Based on my observations and academic research, I propose a realistic three-step plan to address leadership challenges in the housekeeping department.
 Leadership Training Workshops
Implement training for supervisors focused on participative, servant, and transformational leadership style. Include modules on emotional intelligence, communication skills, and employee engagement.
Best Practice: leadership development aligns with industry standards adopted by hotel chains to promote staff retention and service quality (Huertas-Valdivia, 2022).
Expected Impact: Improved morale, reduced turnover, and increased productivity. Room readiness improves, enhancing guest satisfaction.
 Monthly Team Feedback Sessions
Introduce structured monthly meetings for 3 months where staff can provide feedback on scheduling, workloads, and process improvement which can be monitored using charts. Rotate facilitation roles to encourage participation.
Best Practice: Feedback loops support employee voice, shown to boost job satisfaction and operational efficiency (Islam, 2025).
Expected Impact: Empowered staff are more engaged, leading to fewer errors and more proactive service.
 Peer Recognition Programme
Create a simple recognition scheme-e.g., “Room Attendant of the Month”-where team members nominate each other for going above and beyond.
Best Practice: Recognition improves morale and motivation, key to maintaining high service standards in physically demanding roles (Yahaya, 2020).
Expected Impact: Strengthened team culture, higher motivation, and improved guest experience through more consistent service.

In addition to that, during my placement at ibis London Canning Town, I observed that the autocratic leadership style in the housekeeping department limited staff motivation and had a negative impact on the guest experience.
In conclusion reflecting on this considering my Management & Organisational Behaviour studies, in conclusion I have come to understand the significant value of inclusive leadership approaches, such as participative and servant leadership, in enhancing team engagement, cohesion, and overall job satisfaction. My personal experience demonstrated that even small, deliberate actions—offering assistance to colleagues, encouraging open communication, and fostering collaboration—can positively influence workplace culture, increase resilience during busy periods, and strengthen team morale. I learned that effective leadership is built on trust, empathy, and clear communication, all of which directly affect the quality of service, particularly in service-critical areas like housekeeping. Implementing a structured three-step improvement plan—supervisor training, regular feedback sessions, and staff recognition programmes—could improve operational efficiency, staff motivation, and guest satisfaction simultaneously. This placement experience reinforced my understanding that leadership style not only guides staff behaviour but also shapes the overall guest experience, demonstrating that positive change is achievable even within a highly structured environment when leaders act with consideration and initiative.
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