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Ibis Portsmouth Centre Housekeeping Department is critical when it comes to guaranteeing comfort to the guests, their cleanliness, and happiness. Being one of the most operationally focused departments, it is charged with ensuring that the guest rooms, front of house and all other back-of-house area are brought to the cleanliness and safety requirements of the brand (Accor Group, 2025). The operations of the team include daily room cleaning, linen and laundry services and upholding front-of-house operation by ensuring that new arrivals come to rooms that have been thoroughly prepared. The department collaborates with Front Office as well as the Maintenance to provide smooth service to improve the guest experience. My experience in the housekeeping department revealed that the efficiency of the housekeeping staff directly influenced the level of guest satisfaction and the review in online platforms. This report is a critical analysis of this management problem based on theories through the Management and Organizational Behavior (Level 5) module and a recommendation on how this can be enhanced in future.
[bookmark: _Toc213773452]Main Body: Department Reflection
[bookmark: _Toc213773453]Understanding the Guest Experience in Housekeeping Operations
Cleanliness, responsiveness, and consistency are some of the factors that determine the guest experience in the housekeeping department of Ibis Portsmouth Centre. Being a low-end hotel in the Accor chain, Ibis focuses on affordable prices and comfort, thus hygiene of rooms and service speed exchange them as the key performance indicators (Özdemir et al., 2019). Guests demand clean rooms, functionally working rooms, and rooms that are available as anticipated because all these elements are direct mapping features of satisfaction, returning, and brand name. When I was in the department, I observed the work of the housekeeping team, who were subjected to strict schedules and had to clean up to 15-18 rooms during a shift. The stress to achieve operational goals was forcing quality at times which explained tension between employees and managers. It proved that management styles made significant impacts on the motivation of staff, teamwork and ultimately service delivery (Wilson, 2025).
[bookmark: _Toc213773454]Identifying the Key Issue: Inconsistent Leadership Styles
The main problem witnessed in the housekeeping department was poor uniformity in the leadership approach and style of communication between the supervisors, which resulted in high and low employee morale and performance. Others took a strict directive or authoritarian style, which emphasized rules, speed and control and others took a participative style which allowed teams to work together and freely communicate with others. These inconsistencies disoriented employees, diminished trust and impacted on the team cohesion. As an example, on some days, housekeepers had a sense of appreciation and support, which enhanced room turnaround time and quality checks (Field et al., 2018). 
During other days, when the tone of the supervisors was more controlling or when the staff was blamed of slowing down, morale decreased and lead to low productivity and high absences. This discrepancy destroyed the guest experience as guests occasionally were placed in rooms despite anticipating otherwise or they observed discrepancies in cleaning (Ali et al., 2021). Based on the theory X and Theory Y developed by McGregor, Theory X managers believe that employees hate work and require strong supervision whereas Theory Y managers believe employees are individuals who are self-motivated, and can be trusted. At the Ibis housekeeping set up, Theory X behavior such as being rigorously supervised and receiving minimal autonomy resulted in being stressed and disengaged. However, in contrast, when supervisors approached with theory Y, that is, encouraging team work and providing recognition, employees worked better, and became more committed.
[bookmark: _Toc213773455]Impact of Leadership on Staff Motivation and Efficiency
Determinant in motivation and quality of services in hospitality operations is the leadership style. Using the theory of Herzberg Two-Factor Theory, the motivation among the housekeeping team fulfilled the hygiene factors (e.g., working conditions, pay) and motivators (e.g., recognition, achievement). Only focusing on targets, supervisors overlooked other motivators: appreciation, involvement, which contributes to dissatisfaction in cases when payment and working conditions were average (Schwepker and Dimitriou, 2024). The problem of inconsistent leadership also influenced efficiency. Transformational leaders who are inspirational and share a vision are likely to increase intrinsic motivation and collaboration. Nevertheless, when leaders are transactional leaders (those who are concerned with performance indices only) staff motivation is extrinsic and temporary. Lack of consistency in leadership at Ibis ensured that some employees did not actually work for anyone unless they were under supervision and those who were not being acknowledged because their efforts were not realized were not engaged.
[bookmark: _Toc213773456]Personal Reflection and Learning
Being a trainee in the respective department, I used to be preoccupied with completing the set cleaning duties and adherence to processes. But then I noticed that interpersonal relationships and leadership style had a lot to do with the morale in the team. On those days, when a supervisor supported cooperative work and appreciated the efforts, I felt more inspired and pleased more with providing quality to a room (Akanpaadgi et al., 2024). On the other hand, in case of the harshness of leadership communication or when that has been set poorly, the environment became stressful, and the focus on detail suffered. Through the Management and Organizational Behavior module, I had an understanding of emotional intelligence, i.e. the capacity of those in a leadership position to identify and control emotions within themselves and towards other people. I took a moment to think, and at this point, I noticed that tension could have been reduced and coordination could have been strengthened with the help of emotionally intelligent leadership (Gheibdoust et al., 2023). Had the supervisors been more emotionally responsive, then there would be the ability to adapt the communication to various personalities in line with a more succeeding team culture.
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The lack of consistency on leadership is noteworthy as it has a direct effect on the satisfaction of the guests, turnover of employees, and the brand name. Satisfied and motivated employees deliver superior quality of service causing good experiences in the guests. Motivated housekeeping employees will guarantee efficiency and consistency in budget hotels such as Ibis, places with operational margins too slender to cover. Hence, inconsistency of leadership does not only influence the internal morale but also the external attitudes using the online reviews and the guest feedback scores.
[bookmark: _Toc213773458]Three-Step Improvement Plan
1. Operational Change: Implement Consistent Leadership Training: Provide frequent leadership and emotional intelligence training to all supervisors of the housekeeping. Within training, there should be focus on participative leadership, effective communication and motivation (Ali et al., 2021). Employee engagement and decreased employee turnover are the results of leadership development. Better supervision consistency, increased morale, lesser absenteeism, and increased guest satisfaction owing to a smooth room preparation.
2. Introduce Daily Team Briefings and Recognition Systems: Have brief morning meetings to establish objectives, explain the priorities of the rooms, and recognize the past accomplishments. The recognition may be in the form of Employee of the Week or praise in the form of briefings. Belonging and motivation are the domains of recognition and team communication (Field et al., 2018). Enhanced co-ordination among the shifts and accountability and the culture of good service as perceived by the guests.
3. Establish Feedback and Monitoring Mechanisms: Use of anonymous staff feedback systems and monthly performance appraisal to assess consistency of leadership. Perpetuate free communication among supervisors and employees. Constant communication is in line with Total Quality Management (TQM) concepts in the hospitality industry. As the case goes on, there has been continuous enhancement of leadership behavior, a diminished conflict and an unwavering commitment to excellence in service delivery.
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In conclusion, at Ibis Portsmouth Centre, housekeeping department is at the center of providing quality guest experience. Nevertheless, the variation in leadership approaches with supervisors posed a problem on employee motivation and service quality. Critically examining this problem in light of management and organizational behavior theories, one can agree that emotionally intelligent and participative leadership has been found to boost the morale of its staffs and operational results in substantial ways. A review of my experience has enhanced my knowledge of proper leadership and communication within the hospitality industry.
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