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[bookmark: _heading=h.5u124yxhziga][bookmark: _Toc214047659]1. Introduction  
Through a ten-week placement at the Village Hotel Swindon, I was integrated as part of the Housekeeping Department, which is one of the core departments of operation, whose responsibility is to ensure the cleanliness of the guest rooms, public areas and overall cleanliness that has a direct link to the satisfaction of the guests. The department is at the heart of the brand promise of relaxed, high-quality comfort that the hotel promises and also assists in the ancillary services, such as the leisure club, as well as the dining outlets and events operations. Housekeeping activities at Village Hotel Swindon encompass constant communication between the room attendants, supervisors and the Front Office team to ensure that rooms are ready on time and that they are ready to present themselves as per the needed hygienic standards.  
The current learning log provides a critical analysis of the experience in the housekeeping environment with special emphasis on the role played by the leadership style in motivating the staff, morale and service delivery. I use the theories in the Management and Organisational Behaviour module (Level 5) to analyse the area of supervisory practices in the department, review my own contribution to the daily workflow and suggest feasible solutions to the current situation in order to make the department more motivated and productive.  
[bookmark: _heading=h.mnedqov42bj4][bookmark: _Toc214047660]2. Main Body: Department Reflection.  
[bookmark: _heading=h.ggfry1ctln6p][bookmark: _Toc214047661]2.1 The Guest Experience of the Housekeeping.  
Hospitality experience for guests depends on how well operational activities have been executed (Hilton, 2004). Through my placement, I found housekeeping efficiency to be the direct influence on first impression and overall satisfaction of guests. Visitors were to receive clean rooms, good quality linen and a pleasant environment; even the smallest failures, such as an empty bin or a slow turnover of rooms, would result in complaints, decreased satisfaction levels, lower ratings on online reviews and decreased re-booking levels (Liu, Wu and Li, 2022).  
On weekends when occupancy was high, time pressure was even greater. I observed that any type of delay was common when the supervisors and the attendants were not communicating well with each other. As an illustration, early check-ins caused a rush situation, which pressurised the team and was caused by the late notification by the Front Office. This experience demonstrates the fact that coordination and leadership decisions may have a direct impact on the outcome of operations, and the results may be seen right away, as the responses of the guests, readiness of the room and consistency of the services were the results.  
[bookmark: _heading=h.mdid87bq7jmi][bookmark: _Toc214047662]2.2 The issue of concern is as follows: Leadership Style and Staff Motivation.  
During my placement, I realised that I worked under a transactional leadership style (Bass, 1990). Supervisors were more concerned with the completion of tasks, following checklists and speed. Even though this method provided a baseline of efficiency, it often led to the diminishing of morale, especially when a lot of work was involved. Some of the room attendants said that they were feeling overworked and did not feel appreciated or given feedback.  
I personally had this experience when dealing with a high number of room turnovers during an entire booked weekend. Even though I was able to meet the expected targets, no recognition or acknowledgement was given. This was unresponsive to the extent that it made me feel underestimated, thus demoralising me the next day. Considering my education about management theories, I noticed that the situation exposes the weaknesses of transactional leadership and demonstrates the possible advantages of transformational leadership, according to which the leaders motivate, empower and reward employees (Burns, 1978; Northouse, 2022).  
[bookmark: _heading=h.2k80xdy1abav][bookmark: _Toc214047663]2.3 Linking to Academic Theory  
The Two-Factor Theory of Herzberg (1959) assumes that recognition and personal development can be the primary motivating factors, and the supervisory style acts as a hygiene factor. This statement can be applied to my experience: the supervisors satisfied operational needs, but the lack of motivational elements, including praise or development opportunities, destroyed morale. That is why the employees were not motivated, even though they were exceeding the daily targets.  
This interpretation is further supported by Theory X and Theory Y put forward by McGregor (1960). The observed leadership style was closer to the assumptions of Theory X, as it is assumed that the staff should be closely supervised to remain productive, but my observations showed that such a leadership style reduced trust, commitment, and engagement.  
According to Albrecht et al. (2015), employees are more engaged under transformational leadership due to the appreciation and autonomy that transformational leaders have. The experience of observing the team, especially at the time of rush, supported the implications of underestimating the employees: the communication level decreased, and the level of attention to details and the level of serving the guests were lower. This fact proves that emotional intelligence is not an option but a compulsory need in a high-pressure working environment like housekeeping.  
[bookmark: _heading=h.f8febmefu4ch][bookmark: _Toc214047664]2.4 Self-reflection and Learning 
Self-reflection and learning an important aspects of nursing and help to improve the overall quality of nursing services. The location enhanced my knowledge of adaptive leadership significantly. First, I thought that strict supervision would be a sure way of ensuring productivity. Nonetheless, as a result of the experiential learning, I have understood that a more favorable working environment was present with flexible support, clear communication and recognition. An example is that a cleaning strategy for a group room was initiated during one of my shifts in an effort to hasten turnover. The distribution of duties and a bit of encouragement made the team work better, and the morale of the team increased. The experience is consistent with the emotional intelligence model put forward by Goleman (2011) that empathy and social skills are crucial leadership attributes.  
The reflection helped to understand how the team culture is influenced by the leadership behaviours, what methods can be used to maintain the motivation and why emotional intelligence is crucial in hospitality work. It also encouraged me to be people-centred in my future profession.  
[bookmark: _heading=h.yqzikvhza33x][bookmark: _Toc214047665]2.5 Significance of the Issue  
Leadership directly impacts employee motivation, the effectiveness of communication and eventual guest satisfaction. As my experience showed, the negative leadership, which is an absence of recognition or a lack of communication, resulted in a decrease in morale, mistakes in cleaning and delays in preparing rooms. This is in line with Mooney et al. (2024), who observe that a lack of proper leadership leads to poor service delivery and poor interaction with the guests.  
On the other hand, supported teams have more morale, pride in their work and increased consistency. In the case of a hotel like Village Hotel Swindon, proper management is thus the key to a smooth running, customer satisfaction and long-term success in business.
[bookmark: _heading=h.r3yquk5k2z36][bookmark: _Toc214047666]2.6 SMART Three-Step Improvement Plan
Step	Operational Change	SMART Detail	Alignment with Best Practice	Expected Impact
Leadership Training	Establish training on transformational leadership and communication every month.	Specific: Supervisor leadership training.  	Measurable: 90% attendance and post-training feedback.  	Achievable: Internal or online delivery.  	Relevant: Manages motivation problems.  	Time-bound: Within three months.  	This project is in line with the advice of the Institute of Hospitality (2021) on ongoing staff enhancement.  	It is estimated that the anticipated results will be an increase in the motivation of staff, a decrease in turnover and an enhancement of the consistency of rooms. 
Recognition Programme	Institute the Room Attendant of the Month program.  	Specific: Monthly reward programs.  	Measurable: Monitor involvement and employee reaction.  	Achievable: Mini-awards like certificates or vouchers.  	Relevant: Has a direct positive impact on morale.  	Time-bound: Implement in a month.  	The programme is a reflection of recognition practices in major hotel brands like Marriott and Hilton	It will be likely to improve engagement, productivity, and quality of services in general.
Structured Feedback Mechanism	Meet bi-weekly with supervisors and attendants in feedback meetings. 	Specific: 15-minute structured review meetings.  	Measurable: Action plan and attendance records.  	Achievable: Shift schedules.  	Relevant: Enhances communication and problem-solving.  	Time-bound: Start in two weeks.	This practice encompasses the concepts of continuous improvement and participative management that are suggested by Deming (1986).	It is estimated to promote an improvement in communication, the empowerment of the staff and increased guest satisfaction. 


[bookmark: _heading=h.1suj7w2pfdnj][bookmark: _Toc214047667]3. Conclusion  
My internship in the Housekeeping Department of Village Hotel Swindon revealed that leadership is critical in determining the operations effectiveness and guest experience in general. Although the transactional form of leadership style was effective in ensuring prompt completion of the task, it did not prove to be effective in the long run in motivating the staff and improving service delivery. My critical analysis of theories (e.g., transformational leadership) and the motivation model by Herzberg and emotional intelligence helped me to gain a better insight into the need to focus on recognition, empathy, and communication in hospitality management. The SMART betterment plan, which is focused on the leadership, personnel recognition, and a systematic feedback system, suggests a feasible route towards the increased motivation and service delivery. In general, this self-reflective experience has made me more conscious of leadership and promoted a more person-centred approach to my future career in hospitality.
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