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Management of Guest Service Operations forms an important part of learning in Hotel Placement, as it equips the learner with an insight into the effective management of service quality, efficiency in operations, and customer satisfaction in a real-world environment (Anon, 2010). This report is based on my learning experience during my Placement at Ibis Hotel Nottingham, where I had the opportunity to work firsthand in the operations of the Hotel's Housekeeping Department, an important segment that directly impacts the perceptions and attitudes of guests toward the overall service quality. The housekeeping department in Ibis Hotel Nottingham is responsible for ensuring that the guestrooms are properly maintained by providing cleaning services, managing linen, inspecting the rooms, and ensuring that hygiene standards are met in order to satisfy brand requirements and maintain a high level of healthcare standards. Overall, the aim of this report is to critically analyse Guest Service Operations in the housekeeping department at Ibis Hotel Nottingham, based on my learning experience and theories presented in the discipline of hospitality management.
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In my experience of being integrated in the Housekeeping department of Ibis Hotel Nottingham, organisational atmosphere and collaboration in the department directly contributed to the staff work experience and the overall guest experience. Housekeeping is a support service, but its performance has pronounced effects on the satisfaction of the guests, especially on the quality of cleanliness, room availability, and efficiency of the services (Felce, 2019). One of the major problems noticed was the lack of coordination during the peak seasons and this issue also influenced the morale of the staff as well as the satisfaction of the guests, at least in some instances (Wood, 2013).
The organisational culture of the housekeeping department was more or less task-oriented and performance-based with a strong orientation to daily perspectives in accomplishments of room targets and Ibis brand requirements (Hagg, 2013). This is indicative of role oriented culture, where duties are strictly defined and efficiency is given priority. During normal working days, this culture enabled good teamwork in that employees knew their roles, communicated effectively and helped each other. Consequently, the workplace was quite favourable, and there were no negative employee relations and a healthy team spirit.
Nevertheless, it was more pressurised and outcome-oriented during the times of high occupancy or staff shortage that decreased collaboration among employees and increased stress levels. In Personnel resourcing and development (Level 5) this emphasises the need to offer proper resourcing and employee support to ensure that a positive workplace culture is sustained. According to the research by Koniari (2025), inadequate staffing in hospitality settings may adversely impact the teamwork and the wellbeing of the employees, which eventually affects the quality of the services provided.
The influence of organisational culture on the guest experience was felt in these periods of high-pressure. Slowness in room preparation at times led to increased waiting time of guests during check-in hence some observable dissatisfaction with the cleanliness of rooms. This justifies the argument by Ali et al. (2021) that not only the outcomes of the service determine the guest satisfaction, but also the process of service delivery. Housekeeping personnel were not in direct contact with the guests, but their performance had a strong impact on the Front Office activity and the perception of the guests (Casado, 2012).
Connecting this experience with Personnel Resourcing and Development it is possible to explain the effective teamwork by reference to the Tuckman Team Development Model. The housekeeping team was at the performing stage and showed cooperation and effectiveness in a stable working environment. Nevertheless, in high-pressure situations, the cooperation tend to degrade, resulting in communication failures and unbalanced workload distribution (Jones, 2008). This regression indicates that performance in challenging operational settings requires constant team building and management to maintain the performance.
In addition, the Two-Factor Theory developed by Herzberg was considered to understand differences in the motivation of the staff observed throughout the placement. Staffing levels, time pressure, and workload intensity made hygiene factors to impact negatively on employee satisfaction during the busy period. Although the factors, including teamwork and recognition, existed, they were infrequent. Al-Ababneh et al.(2018) note that a high internal culture is connected to guest satisfaction because employees drastically increase the quality of their service when motivated and supported, which supports the advice that employees should be motivated and supported to provide a high level of service quality.
This issue is important because it affects the level of employee engagement and quality of service delivery. According to the Service-Profit Chain model, a positive internal service quality results in better employee satisfaction which consequently increases the satisfaction of the guest and the business performance (Walker, 2021). In Ibis Hotel Nottingham, the organisational culture in housekeeping is therefore a supportive culture which helps in maintaining the standards of services and also safeguarding the brand reputation of the hotel.
Three-Step Improvement Plan
Step 1: Enhance the Level of Staffing and resource allocation
Peak staffing would be introduced to alleviate the pressure on the work and facilitate teamwork. This is within the best practice in personnel planning and would enhance staff wellbeing and turnaround times in the rooms which will have a positive impact on guest satisfaction (Jayanti, 2023).
Step 2: Improve Team Communication
Team briefings every day would improve coordination, responsibilities, and the culture of collaboration (Rutherford and O’Fallon, 2007). Personnel Resourcing & Development is founded upon effective communication and aids in the consistency of service provision.
Step 3: Improve Recognition and Team Motivation
The introduction of frequent rewards for housekeeping employees would enhance motivation and morale (Rughubalan, 2009). By aligning the recognition with teamwork behaviours, this helps reinforce the motivators by Herzberg, and promotes the high performance to be maintained.
Altogether, organisational culture and teamwork in the housekeeping department of Ibis Hotel Nottingham are essential to the organisation of the working environment and the experience of the guests. Team support and resourcing would improve the satisfaction of employees, the quality of services, and the performance of the operations.
	Week
	Reflective Learning Summary

	Week 1
	Completed induction and became familiar with housekeeping procedures, policies, and cleanliness standards at Ibis Hotel Nottingham.

	Week 2
	Gained practical experience in room cleaning routines and understood the importance of consistency and attention to detail.

	Week 3
	Observed effective teamwork and communication supporting efficient room turnaround and service quality.

	Week 4
	Experienced peak occupancy, which underlined the problems of staff, coordination, and timing.

	Week 5
	Better confidence, efficiency, and the ability to accomplish things without much supervision.

	Week 6
	Reflected on organisational culture and teamwork, linking placement experience to Personnel Resourcing & Development theory.


Table: Reflection Log
(Source: Learner)
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This reflective learning log has critically examined the guest service workings in the housekeeping department in Ibis Hotel Nottingham, with a particularism of organisational culture and teamwork. Through the placement experience, I realised that a good working environment, which has good communication and co-operation is a critical component in ensuring that quality service is delivered and guests are satisfied. Nevertheless, the difficulties experienced during the peak occupancy days demonstrated the effectiveness of the staffing issue and resource distribution on employee welfare and service effectiveness. Using the concepts in the Personnel Resourcing and Development module, this report was able to determine that motivation, coordination in the team and supportive management practices were important. The introduction of better staffing flexibility, formal communications and employee appreciation would enhance the quality of internal services, which would result into better guest experiences and business performance.
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