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When I was working at Mercure Birmingham West Hotel, I was provided with an opportunity to work in the housekeeping department that plays an essential role in ensuring that guests are comfortable and happy. This department oversees the cleanliness and sanitation of the hotel, the guest rooms, the public areas as well as the back-of-house areas. Some of its major activities are linen management, laundry services, and room preparation prior to the arrival of the guests. Mercure Birmingham West Hotel is an average-grade hotel providing services to both corporate and leisure travellers. It provides different facilities, like meetings and events, leisure club, and on-site restaurants that can serve over 160 guests (Walker, 2021). Efficient running of the departments such as housekeeping is also a major part of the housekeeping running smoothly, which leads to boosting the overall guest experience.
[bookmark: _Toc211516833]Department Reflection
[bookmark: _Toc211516834]The Guest Experience in Housekeeping
The efficiency and effectiveness of the housekeeping department significantly influences the experience of the guests at Mercure Birmingham West Hotel. One of the important elements of guest satisfaction in hospitality is sanitation (Jones, 2008). How guests are greeted when they enter their rooms is typically the most important factor in their perception of the hotel (Wang and Fu, 2024). I was within the department, and I observed that it is not only cleaning that a housekeeper does. There is a narrow boundary between the high standards of cleanliness and the regard of the privacy of the guests and their experience. In one instance, I had heard that room attendants are supposed to follow a specific schedule, e.g. when to clean the rooms and not to disturb the guests who could be staying in the room. It was evident that the housekeeping department greatly depends on its concern towards the details and consistency of service delivery in terms of guest satisfaction.
[bookmark: _Toc211516835]Management Styles
The placement experience I had in the housekeeping department of Mercure Birmingham West Hotel demonstrated that the motivation and efficiency of staff directly depended on the management styles. The management approach at the beginning was very authoritative where responsibilities were superimposed on the employees with little consultation and inclusion. This kind of style resulted in the creation of disengaged employees who only did the bare minimum (Hagg, 2013). This led to reduced staff efficiency and poor staff morale in most cases. The result was that the overall quality of housekeeping services was reduced, adversely affecting guests' satisfaction.
[bookmark: _Toc211516836]Culture & Teamwork
Organisational culture is a major factor determining the staff members' performance and the guests' experience (Seidu et al., 2021). The culture of the housekeeping department at Mercure Birmingham West Hotel was heavily influenced by the type of leadership that the management used. If the culture was non-authoritative and cooperative, the teamwork was improved, and the climate was more favourable. Employees became more encouraged to assist one another, give tips, and predict the desires of a guest, which increased their potential to provide a high-quality guest experience (Wood, 2013). As I have learned out of my experience, a positive culture, which is talked about in Management and Organisational Behaviour (Level 5), results in a high degree of teamwork, and, subsequently, the satisfaction of the guests. When looking back at my academic experience, I remember the leadership styles that I had learned, including the autocratic and democratic. Although some of them were visible in the management at Mercure Birmingham West Hotel, I understand that in the future I must use a transformational leadership style to improve teamwork and responsiveness to the demands of the guests.
[bookmark: _Toc211516837]Marketing & Guest Experience
Clear communication and attention to detail in the housekeeping division were the main factors that helped the Mercure Birmingham West Hotel to manage the guests' expectations. The department could meet the basic expectations of the guests by having high standards of cleanliness and preparing rooms according to the guests ' preferences (Singgalen, 2024). I found that motivated staff with a good culture and good leaders were the ones who took initiative and delivered beyond the basic needs, which improved the experience of the guests (Felce, 2019). As an example, an idea that a guest might need more towels or some extra services served to ensure the guest would see that the provided services were even better than what they expected, and it would build a good review. In the future, I will make sure that not only will the expectations be met but will be surpassed by creating the team culture of attention to detail, communication, and personalised service. Looking back at the Marketing Essentials (Level 4), I realised that the marketing plan of the hotel, especially in meetings and events, is in accordance with my learned expectation and theories, which ensures high quality and great guest impressions.
[bookmark: _Toc211516838] Personal Involvement and Reflection on Leadership Styles
Considering this problem, I can correlate it to my Management and Organisational Behaviour (Level 5) module, especially in leadership styles. In my opinion, I have learned about the various styles of leadership, such as autocratic, democratic and laissez-faire and how each of them affects the performance of employees. The autocratic type of leadership was sometimes employed by the supervisor, resulting in a tense atmosphere in which employees felt manipulated (Belal Albashiti et al., 2021). On the other hand, a more participative or democratic style encouraged teamwork, communication and satisfaction among more staff (Shanzey Nasra and Rizky Nanda, 2023). This has sealed the necessity to adopt a leadership style that accommodates the requirements of the staff and targets of the firm. The leadership style I would adopt in my future employment would be transformational, which entails motivating and inspiring employees by creating an enabling and cooperative environment at work.
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Table 1: Improvement Plan
	Step
	Action
	Timeline
	Expected Outcome
	Responsible Parties

	1. Leadership Training Program
	Introduce a leadership development program for supervisors. 
	1-2 months
	Supervisors will develop better leadership skills, fostering a more positive work environment. This will increase staff motivation and efficiency.
	HR Department, Department Supervisors

	2. Regular Team Meetings
	Implement weekly or bi-weekly team meetings where staff members can share their ideas, concerns, and suggestions. 
	1 month (ongoing)
	Staff will feel more engaged, valued, and heard, contributing to improved job satisfaction and performance.
	Supervisors, Department Staff

	3. Adjusted Performance Evaluation
	Change the performance appraisal to incorporate feedback of the staff members to make performance appraisal more interactive.
	2-3 months
	More comprehensive and equitable evaluation system that would motivate the supervisors in changing their leadership styles would result in increased staff morale and performance. performance.
	HR Department, Department Supervisors



[bookmark: _Toc211516840]Conclusion
In conclusion, during my work at Mercure Birmingham West Hotel (Housekeeping Department), I have gained rather important experience of the effect of the management style on the motivation of the employees and consumer satisfaction. I have learned that the kind of leadership style adopted by the supervisor could have a serious implication on the productivity and the motivation level of the team that will eventually affect the guest experience. Incorporating this experience into the writings in the field of management and organisational behaviour, I have realised that I need to apply a leadership style that would encourage cooperation, motivation, and effective communication. I will advise the hotel to invest in the training of the supervisors in leadership to enable them to be more effective in managing the team members, especially during the peak seasons. Furthermore, the leader will drive employee satisfaction and maximise customer experience by establishing the environment of free exchange of communication and feedback amongst the employees. The entire experience within this placement has solidified the leadership of the hospitality industry and made me competent enough to have the capability of applying theory to real life situations in my upcoming practice.
[bookmark: _Toc211516841]
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