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Reflective Learning Log, Housekeeping Department
Managing Guest Service Operations, Level 6
Placement: Ibis Hotel Swansea
1. Introduction
The discussion begins where housekeeping is actually felt: the corridor is full, the doors half-open, and the linen trolley is moving faster than planned. The department sits at the centre of guest perception in a 99-room Ibis that trades on simple, efficient, friendly service. My shifts covered room inspections, linen control, PMS status updates, and peak-time support when turnover spiked. In practice, the quality line held or slipped with leadership tone and team rhythm.
Even if the brief does not explicitly ask for a reflective model, structured reflection helps make sense of what drives standards on the day: behaviour, leadership, and teamwork. The focus here is clear. Leadership style shaped staff motivation, communication, and service performance, and the difference showed up in the rooms guests actually walked into.
2. Department Context and Daily Operations
Context first, because operations live inside it. The team was multinational,  South America, Eastern Europe, the UK ,  led each morning by a Head Housekeeper and two assistants who set quotas, flagged updates, and defined pace. The split between directing tasks and leading people became visible almost immediately. Management secures coordination and throughput; leadership sets direction, energy, and influence (UWTSD, 2024a). Hospitality research lines up with that: engagement and service quality lift when leadership does more than push tasks (Pawar and Bidkar, 2024). I saw both approaches. The tone chosen at 09:00 often decided the mood at 14:00.
3. Key Issue: Leadership Style and Its Influence on Motivation
Start with the practical observation. Staff initiative rose when communication stayed calm, respectful, and collaborative. Problems surfaced earlier, colleagues stepped in faster, and room readiness kept pace with arrivals. When pressure spiked and direction turned sharp, initiative receded; defect reports came late and turnaround tightened the wrong way.
3.1 Linking Observation to Theory
The pattern matches familiar theory. McGregor’s X-Y frame explains the switch in behaviour when trust or control dominates the message (McGregor, 1960). On supportive days, conduct looked like Theory Y: self-direction, effort, and initiative. On directive days, it slipped toward compliance and minimal discretion.
The Managerial Grid places the productive days in the quadrant where care for results sits with care for people, and the daily brief felt exactly like that when standards and coaching travelled together (Blake and Mouton, 1964; UWTSD, 2024b). Hotel studies point the same way: transformational and participative leadership lift motivation and performance in housekeeping teams (Romawati, Supriadi and Setyadi, 2022).
Adair’s Action-Centred Leadership also fitted what I watched: task needs (standards and pace), team needs (cooperation), and individual needs (morale checks and recognition) were handled together when the shift ran well (Adair, 1979; UWTSD, 2024b). On those days, the floor moved as a unit. On others, it did not. Still, it keeps coming up.
4. Team Dynamics and Service Flow
In everyday work, the team behaved like a single system rather than scattered individuals. Colleagues closed each other’s rooms, rebalanced loads, and read pressure points without waiting for instruction. That is Week 8 territory: cohesion and shared purpose stabilise performance under strain (UWTSD, 2024c). The social glue came from routine, mutual awareness, and small acts of help when time was short.
Results followed where they should: faster turnaround, fewer complaints, steadier cleanliness scores. Recent evidence ties these outcomes to supportive and servant leadership that invites extra-role behaviour and better service delivery in hotels (Huertas-Valdivia et al., 2021). The fit was obvious on the ground.
5. My Role and Reflection on Learning
I began cautiously and then moved forward as the climate proved safe. Progress showed up in small, measurable contributions:
· signalling room readiness to Front Office in real time.
· pre-positioning linen to cut delays.
· assisting with inspections to keep standards tight (UWTSD, 2024a).
The learning was blunt. I perform best under leadership that is present and participative, with guidance framed as partnership instead of correction. Housekeeping research in multicultural teams supports that position: targeted communication and practical empathy improve performance and guest interactions (Ann et al., 2023; Cunha, 2024). Mullins’ longstanding view also held on the floor: recognition and respect sit alongside task conditions in shaping motivation (Mullins, 2016). In real hotel life, it never feels quite that simple ,  but it is not far off.
At times, I noticed my own assumptions shifting. I used to treat leadership as something visible and directive. During the placement, I started paying attention to small signals instead: how the supervisor stood in the corridor during peak hours, how feedback was phrased when time was short, how silence in the room felt when the trolley was nearly empty. These details carried more influence than official authority. They also shaped how people spoke to one another, especially when the clock was working against us. Leadership is not only about instruction. It is about atmosphere. And atmosphere is built in seconds.
6. Application to Future Professional Practice
The next part gives attention to leadership habits I will carry forward:
· set clear expectations without turning the screw;
· keep communication steady when time is short;
· share responsibility at peaks so pace does not break people;
· recognise effort in public and specifics in private;
· read multicultural signals and adjust language to match.
Authority is not the point. Presence is. And presence shows up when the supervisor picks up a pillowcase and helps finish the last room because the coach is already on Fabian Way.
6.1 Impact on Guest Experience and Service Consistency
During the placement, the effects were visible at the desk as much as on the floor. When briefings were clear and leaders stayed hands-on in heavy check-out windows, room readiness matched Front Office timing and guests moved into prepared rooms without recovery loops. That link between leadership behaviour and organisational outcomes is standard module ground and held here again (UWTSD, 2024a). It also aligns with evidence that housekeeping quality drives satisfaction and repeat intent (Giovanni et al., 2022).
Communication strain told a different story: missed amenities, slow turnovers, incomplete checks. Week 8 content on group cohesion explains why teams with trust absorb spikes more cleanly, and studies connect teamwork and communication quality to service performance across hotel operations (UWTSD, 2024c; Jawabreh et al., 2020). Leadership by example mattered as well. When managers helped with beds or trolley top-ups, it broadcast the culture more clearly than any noticeboard (UWTSD, 2024b). People worked with them, not for them. That distinction carried to the guest.
7. Conclusion
The placement made one lesson difficult to miss: leadership style conditions morale, teamwork, and the standards guests actually see. Supportive practice unlocked initiative and cooperation; sharp, pressured direction narrowed effort to the minimum. Reflecting through the day’s evidence linked behaviour to outcomes with enough clarity to shape my own path. I will anchor my practice in presence, fairness, and clear communication, because that is where the rooms tell the truth.
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