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One of the most insightful and challenging aspects of my student experience was participating in the Hotel Placement Module. Throughout my ten weeks at the Ibis London Barking hotel, part of Accor Group, I witnessed real hotel operations and developed meaningful professional skills in a dynamic environment. The hotel, located in East London near the ExCeL Exhibition Centre, Queen Elizabeth Olympic Park, and London City Airport, serves a diverse client base including leisure, business, and event travellers. This strategic location continuously exposes its staff to varying guest expectations and operational demands.
During my placement, I joined the Housekeeping Department, shadowing Ligita, the department manager. Housekeeping serves as the backbone of the hotel operations, underpinning both service delivery and guest satisfaction (Jones, 2008). The Ibis London Barking housekeeping team is responsible for maintaining 85 bedrooms, as well as all public areas and the restaurant. Services extend from daily cleaning to deep cleans turnarounds after guest departures, and the personalised touches that highlight superior hospitality, such as celebratory cards and towel arrangements on special occasions. The department typically consists of three to six room attendants, a floor supervisor, public area cleaner, and linen porter, numbers fluctuating according to occupancy. Room attendants execute a wide range of duties including bed-making, bathroom cleaning, linen change, amenity restocking, dusting, and maintenance reporting. I found Ligita’s team highly dedicated and detail-oriented guest feedback consistently referenced spotless rooms and prompt, professional service.
Enhancing guest experience with small touches such as soft background music, pleasant scents in the lobby, or attentive responses to special requests created a welcoming atmosphere, often resulting in repeat stays and strong guest loyalty (Walker, 2021). The team’s commitment exemplifies how operational excellence in housekeeping directly translates to customer satisfaction and business success.
Key Issue: Communication Barriers
Despite these strengths, I observed a significant challenge in the Housekeeping Department: poor internal communication, primarily resulting from language barriers. Most attendants’ first language was not English, and this block clear communication with guests and other staff, sometimes resulting in delayed requests and occasional service lapses. Felce (2019) notes that effective communication is particularly crucial in diverse hospitality environments, as misunderstanding impacts both service outcomes and staff morale.
Recognising the essential nature of communication for operational flow, I drew upon my background in Russian, which allowed me to bridge gaps between Russian-speaking attendants and both guests and colleagues. By translating instructions, clarifying special requests, and facilitating dialogue, I supported more rapid issue resolution and created a sense of inclusion and confidence among the team. This experience aligned closely with the communication and teamwork competencies emphasised in this module and reflected the value of cross-cultural skills in a modern guest service setting (Johnston & Clark, 2012).
Management Styles
Ligita, as the Housekeeping Manager, adopted a predominantly autocratic leadership style. She set detailed instructions, offered advice, made decisions with limited input from others, and maintained direct control over department actions. Initially, I questioned this approach, recalling my Level 5 studies in Management & Organisational Behaviour, which encourages participative and democratic leadership as drivers of staff motivation and innovation (Mullins, 2019; Hersey & Blanchard, 1988). However, upon reflection, the rationale became evident: the department relied on agency staff, sourced via third-party recruitment, which provided flexibility but limited opportunity for relationship-building or deep team engagement (Wood, 2013).
Agency staffing, while cost-efficient and adaptive to fluctuating demand, presented challenges such as decreased commitment, variable motivation, and the emergence of a two-tier staff culture. Many temporary workers felt tenuous attachment to the hotel or its brand, impacting their enthusiasm and quality delivery (Felce, 2019; Herzberg, 1966). Ligita’s directive style was uniquely suited for managing such a workforce, ensuring consistency, clarity, and operational control, which was crucial during busy turnover periods where fast, reliable service was essential.
Nevertheless, I recognised some limitations in the purely autocratic approach. Staff feedback was minimal, and opportunities for collaborative improvement or staff-led innovation were missed. An adaptable or transformational leadership style—focusing on inclusion, motivation, and shared purpose which could, according to Bass (1999), increase both enthusiasm and performance outcomes, even in short-term or agency teams.
Improvement Plan
Drawing upon insights from Personnel Resourcing & Development (Level 5) and Management & Organisational Behaviour, I propose a practical three-step improvement plan:
1. Host Weekly Basic English Sessions: Conduct targeted language workshops for agency staff, emphasising core hospitality vocabulary and guest interaction skills. This ongoing training strategy, supported by Wood (2013), will boost operational quality and confidence.
2. Create Multilingual Communication Aids: Develop visual boards and translated guides for cleaning procedures, interpersonal phrases, and safety standards. Such tools minimise confusion and help standardise task delivery, as outlined by Jones (2008).
3. Integrate Participative Elements into Daily Routines: Encourage short team meetings for open feedback, sharing concerns, and recognising achievements. This participative component blends the consistency of autocratic management with motivational benefits, engendering both accountability and staff buy-in (Bass, 1999; Mullins, 2019).
These steps align with industry best practices, aiming to reduce service errors, improve staff integration, and enhance guest satisfaction metrics and business outcomes (Felce, 2019; Walker, 2021).
Conclusion
My experience at Ibis London Barking showed the critical relationship between operational processes, management styles, and communication in guest service operations. While Ligita’s autocratic management provided operational certainty under complex agency staffing models, its drawbacks included limited engagement and persistent communication barriers. My proactive role in facilitating language understanding demonstrated the importance of initiative and inter-personal skills learned through this and prior modules.
Looking ahead, I intend to utilise more participative and empowering leadership practices. A tailored blend of directive and inclusive leadership, matched to operational context which will help ensure both staff and guests benefit from higher engagement, motivation, and service delivery standards. 
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