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[bookmark: _Toc214005454]Introduction 
This report is a summary of my 10-week Level 6 hotel placement and the Managing Guest Service Operations module at the ibis Northampton Centre (Anon, 2010). The ibis Northampton Centre is a midscale property conveniently located as part of the Accor group of hotels. My focus has been on the Guest Service operation within the housekeeping department. This department is significant in delivering on the brand promise of basic quality and efficiency due to the provision of operational readiness of the guest rooms and all other public areas. The management analysis and reflective practice was most complex and nuanced in this operational area due to the high volume of task driven activity required of a mid-scale property workforce. 
As per my knowledge, the core offerings of the housekeeping departments charter are to prepare rooms as quickly as possible, manage ensuring key linen and amenity stocks and many more (Jones, 2008). Also, it is crucial to respond to maintenance requests and additional guest service requests (like extra towels) in a timely manner. The department relies on continued management to ensure operation was quick and of continued minimum standard. This reflection would directly apply the theoretical perspectives gained from my academic studies in order to bridge the gap between compliance and committed service excellence. 


[bookmark: _gz38q7cp9ri5][bookmark: _Toc214005455]Main Body: Reflection and Analysis 
Analysis of the guest experience and key issue
The Guest Experience of the Housekeeping department within the ibis Northampton Centre is implemented in a standardised format based on a strict compliance model of human resource delivery. Even though the team was able to achieve the lowest possible threshold of requirements in terms of efficiency (like room completion), the main focus was on the style of management within the department. The biggest issue revealed was the fact that the Housekeeping Manager was utilising only the style of Transactions Leadership which resulted in the reduction of the proactive behaviour of serving the team and the initiative.
The absence of these processes created operational gaps, which derogated from the prioritised guest service to include:
Failure to Prioritise Minor Defects: Staff usually fails to acknowledge or report minor mechanical deficiencies like light flickering or loose faucet within less time. 
Less Personal Service: Staff did not generally take responsibility while cleaning the room to personally attend to requests of items like tea, bags or re-ordering the guest’s own charging cords (Hagg, 2013). 
Takes more time to address issues: The issues raised by the front desk usually require the Manager’s explicit authorisation, before a team member could break from their cleaning route, that adds unnecessary delay to service recovery. 

Application of Management and Organisational Behaviour
My understanding of the Management and organisational behaviour have provided a critical lens through which to analyse the practical management issue (Felce, 2019). According to my understanding, transformational leadership is designed to form a shared vision, intellectual stimulation and individual consideration in order to extract genuine commitments to service roles. However, my understanding is combined with some specific leadership attributes. Therefore, I found it easy to see a contrast between the idealistic conception of Transformational leadership and the transactional leadership followed at ibis Northampton Centre. In order to achieve service excellence, a transformational leadership component is required, focusing on motivating employees by providing intellectual stimulation and consideration. Without this component, motivation and efficiency will not go beyond a minimum requirement, along with low Organisational Citizenship Behaviour. 

Self Reflection
At first, I fell into the habit of compliance and only tended to my assigned rooms. Guided by the reflective theories from my level 5 module, I set off on a conscious shift to model proactive behaviour. On a specific occasion, I observed that a guest had left a note on their pillow saying, “quiet and extra coffee”. As an alternative to only serve the guest, I took it on my own to replace the standard two coffee sackets to six and took a Do Not Disturb hanger and placed it outside the door handle. Also, I requested the Front Desk Supervisor over the radio to mark the room as a priority for quiet. The task was out of the checklist, but I was directly modelling the individual consideration factor of Transformational Leadership in relation to the underlying service culture need of the guest’s task versus the implicit task provided.

Learning and future practice
I have learnt that leadership is not an exercise in hierarchy, as each member has the agency to influence the team culture. The experience demonstrated to me that compliance is not conducive to unleashing the service behaviour desired. Also, coaching and empowerment is a more effective means. Moving forward, I would model a leadership style that will foster an environment in which Transformational modelling behaviour is a priority. Also, I would seek to observe Discretionary Effort as a reward and behaviour to reinforce and enhance. 

Justification of the issue
The issue is significant because transactional leadership creates alignment that competes with values of efficiency and hospitality that should be personalised (Walker, 2021). Moreover, the absence of Organisational Citizenship Behaviour (OCB) directly influences service failures and dissatisfaction among the guests. In addition, this leadership style also contributes to employee turnover, which is a significant problem for any budget and potentially expensive. Thus, illustrating the problem as strategically and financially important for further improvement in guest service management (Wood, 2013). 

Three-step improvement plan

	Steps
	Specific operational change
	Alignment with best practices
	Expected impact on guest satisfaction and business performance

	1. Situational Leadership coaching
	Introduce structured weekly coaching for the development manager to move from an exclusively transactional leadership style to a situational leadership style.
	This is consistent with Invest in People, the fundamental principle of the service-profit chain.
	Guest satisfaction: Better engagement from staff and appropriate support leads to proactive service.
Business performance: Managers reduce their time by effectively delegating. 

	2. Empowered initial service recovery
	Assign the authority to a designated guest advocate cleaner per shift to take initial ownership of small guest requests.
	Imitates the principle of frontline empowerment, encouraging staff ownership and rapid service recovery. 
	Guest satisfaction: Instant and more customised resolution of issues.
Business performance: Alleviates operational pain points and increases speed and employee accountability

	3. Non monetary peer-to-peer recognition
	Establish a straightforward visible Service Star Board in the staff area that allows team members to anonymously recognise each other for demonstrating OCB.
	Confirms the theory in intrinsic motivation and the cultural values of service organisations. 
	Guest satisfaction: Creates a strong positive service culture that is experienced directly by the guest.
Business Performance: Encourages OCB while decreasing cross-departmental conflict that helps with employee retention. 
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In conclusion it can be summed up that the reflection has potentially evaluated the guest service operations within the ibis Northampton Centre Housekeeping department. The reflection demonstrated a significant service failure based on a dominant transactional style of management. However, my self-reflection confirmed the need to model desired Transformational behaviours to disrupt employee’s compliance culture. Formulating realistic and theoretically supported changes through behavioural and academic leadership, it ensures that ibis Northampton Centre could structure its operations towards long-term strategic purpose. Moreover, the three-step improvement plan, focusing on situational leadership theory along with staff empowerment and guest advocate would help in enhancing the service culture of the hotel. Therefore, it can be said that this level 6 placement solidified the practical application of Level 4 and 5 concepts, successfully bridging the theory and professional in hospitality practice.  
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