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[bookmark: _Toc212633727]During my placement at Holiday Inn Sunderland, I served in the Housekeeping Department, which consisted of eight employees, with four employees reporting daily to one manager. The housekeeping team of the hotel was ranked second in the country in terms of cleanliness of the rooms and proved to show an outstanding effort in hygiene and service delivery. Being in this setting allowed me to observe the positive impact of operations and leadership on guest satisfaction and brand image. Nevertheless, it was also in my experience that there were aspects that I could reflect on, specifically on communication, motivation, and leadership. How management style influenced the efficiency of the staff allowed me to realise the practical significance of learning theory, like Management and Organisational Behaviour and Personnel Resourcing. This reflection examines the managerial and operational issues I faced, by relating them to the theories of management and operations.
1. The issues and the context
One frequent issue I noticed in the Housekeeping Department is the lack of communication between the manager and employees during times of high turnover. The manager provided verbal instruction at the beginning of the shifts, and sometimes the information concerning priority rooms or guest requests was overlooked, leading to the repetition of work or slower readiness. Though the department was of high standards, this lowered efficiency.
Communication has a direct impact on morale and quality of service. This is because, as mentioned by Jones (2008), clarity and coordination play a very important role in the housekeeping operations. The problem of inconsistencies can easily affect the brand image and guest satisfaction (Jones, 2008). Although this was a small team, their ranking reflected good work ethics, but the autocratic approach of the manager did not allow the staff to contribute. Not standards but collaboration and motivation were the challenge (Walker, 2021).
2. Reflection on Management Style and Leadership Theories
In my experience at the setting, I realised that the leadership of the manager was similar to the Theory X of McGregor, which states that the employees should be supervised strictly (Indeed, 2025). Although it helped in making sure results are achieved but limited creativity and initiative. The manager gave me a trial when I proposed the implementation of a minibar checklist; it minimised errors and saved time, and this showed that empowerment created a sense of accountability.
This relates to the Two-Factor Theory of Herzberg, who distinguished between hygiene factors (pay and policies) and motivators like achievement and recognition (Herzberg, Mausner, and Snyderman, 1959). The manager was also good at hygiene factors but ignored intrinsic motivators. I observed that morale was boosted when employees were appreciated or listened to during decision-making processes, which supported Herzberg’s claim that appreciation and responsibility lead to satisfaction.
The Action-Centred Leadership Model, introduced by Adair (1973), emphasises the necessity to balance between group, individual, and task (Adair, 1973). Mullins (2023) describes that leadership should evolve to situational maturity (Mullins, 2023). I looked at the Managerial grid created by Blake and Mouton, and I noted that the actual focus was 9,1 of task oriented, and that it can be improved by 9,9 of team-oriented approach and maintain the high performance with stronger morale. I also got to know that leadership needs both structure and empathy attributes, which I would strive to practice using participative supervision in my future jobs.
3. Teamwork, Motivation, and Culture.
The housekeeping staff exhibited a strong teamwork behavior, which can be described as a clan culture as proposed by Handy (1993), and is founded on loyalty and trust. Nevertheless, they held meetings that were more oriented towards assignments than recognition and feedback. Armstrong and Taylor (2020) argue that retention and motivation can only be maintained by recognition and two-way communication.
The behaviour of a team was indicative of the Tuckman Team Development Model, which has defined forming, storming, norming, and performing phases (Asana, 2025). The group operated mostly at the performing level, but sometimes they went back to storming when there was miscommunication. Once clarified, the efficiency of teamwork picked up. This made me realise that highly performing teams will require constant feedback to remain organised.
My own personal development aligned with the Experiential Learning Cycle (Inchainge, 2025) that defines learning as a process that occurs through concrete experience, reflection, conceptualisation, and experimentation. The consideration of how efficiency was influenced through communication made me transform observation into active improvement, such as testing digital task notes.
I compared our workplace with Hilton’s ‘Thrive at Hilton’’ programmed that combines wellbeing and recognition to increase engagement (Hilton, 2023). It would also encourage employee motivation at Holiday Inn to higher levels since even the smallest repetitions of such initiatives would associate employee satisfaction with guest experience.
4. Marketing and Guest Service Experience
Through the Marketing Essentials module, I learned to understand that housekeeping has a direct effect on the brand image of a hotel. Cleanliness and comfort are some of the fundamental components of the service product in the marketing mix (Kotler, et al., 2017). Cleanliness was raised as a key source of satisfaction, as indicated by guest feedback. A brand promise, as Bowie et al. (2017) state, should correspond to a delivery on the operational level; a clean room symbolises a brand promise (Bowie, et al., 2017).
The message of ‘Rest Easy, Stay Confident’,” used by the Holiday Inn depends on operational excellence. According to Jobber and Ellis-Chadwick (2020), frontline delivery is the key to marketing success in the hospitality sector. I experienced that positive reviews from the guests strengthened the brand image, which influenced repeat visits. Wood (2013) holds that employees become more ownership oriented as they know that perception of the brand is formed by their work (Wood, 2013). The identification of this relationship enhanced my perception that marketing and operations are interrelated in delivering consistent guest satisfaction.
5. Three-Step Improvement Plan
Step 1: Introduction of a Digital Briefing Board
Enhance clarity and accountability by using a common tablet or dashboard to update and streamline priorities and recognition daily. This reflects the best practices in operations management (Johnston, et al., 2012)
Step 2: Conduct Provision of Participative Leadership Training.
Offer short workshops, which foster feedback and recognition (Adair, 1973). This is in line with the IHG culture of ‘True Hospitality’’ and Herzberg's emphasis on intrinsic motivation in the form of empowerment (MakingBusinessMatter, 2021).
Step 3: Relate Guest Feedback with Staff Recognition.
Include cleanliness scores and feedback on guests in monthly recognition. The Hilton Careers (2023) model of ‘Thrive’ supports the idea of the connection between performance recognition enhances morale, and loyalty. The outcomes to be expected are enhanced engagement, accelerated completion of tasks, and enhanced guest satisfaction.
Conclusion
In conclusion, being a housekeeping team member at Holiday Inn Sunderland, I learnt the direct impacts of leadership, motivation, and teamwork on operational success and the satisfaction of guests. The experience taught me that leadership must keep the fine balance between directions and empathy, as well as leadership should emphasis communication fostering efficiency as much as skills. Using the theories by Herzberg, Adair, and Kolb in practice made my theoretical knowledge turn into development as a professional (Herzberg, et al., 1959). I got to know that even minor gestures and the feeling of trust may have a significant impact in terms of morale and quality of service. In the future, I will concentrate on participative leadership, continuous learning, and operations integration with brand values so that each interaction with the guests is characterised by quality, care, and hospitality.
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