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Reflective Analysis: Leadership and Motivation in Housekeeping Guest Service Operations
Introduction 
The set task for my placement took place in a 2 star, 108 room Ibis London Stratford economy hotel where the housekeeping function is outsourced. In this post I am going to share and reflect on my learning about how leadership style and motivational factors can impact on ‘guest-facing’ operational quality in the context of time pressure. Weekends, high peaks and rapid turnarounds in the property’s booking calendar placed additional emphasis on the need for clear communication within the team, particularly regarding task allocation, handovers and standards. The climate within the team was constructive, but I observed that informal methods of communication, such as WhatsApp, were used instead of formal handovers, especially when onboarding new starters. This sometimes resulted in tasks being duplicated, and requests being missed.
For my learning log, I have focused on one specific theme to form the basis of my discussion. This theme is that a primarily transformational/servant leadership approach (modeled by the housekeeping manager, Laura), which generates high morale within the team, can nevertheless, without appropriate formal communication controls, inadvertently create  ambiguity and inconsistency in operational delivery. This becomes evident when aligning my observations with Management & Organisational Behaviour (Level 5) – leadership and motivation – and Hospitality & Guest Services (Level 4) – service standards and recovery.
In my reflection, I explore how leadership style can affect team motivation, what gaps in communication gaps I observed, when these are most likely to affect performance and why more robust systems are required to ensure consistency of service. This reflection follows the stages of Gibbs’ (1988) reflective cycle and concludes with a three-step improvement plan I developed to address the identified gaps to enhance delivery and guest satisfaction
1. Description

At Ibis London Stratford I was able to observe and participate in some very effective teamwork, but there were also noticeable deficiencies in service quality and guest satisfaction caused by issues within the housekeeping department, including low staffing levels and inadequate communication. These deficiencies became most apparent during peak periods on weekends when the number of guest requests greatly exceeded the usual volume. 
Laura, the Housekeeper Manager, used small monetary incentives and informal recognition to motivate employees to complete tasks in a timely manner. During peak times, she would also assist her team directly, which enhanced the sense of unity and confidence among employees. However, newly hired staff often experienced confusion and duplication of effort because no formal systems existed for communicating their tasks or assignments, such as task lists or room assignment boards. 
In a personal interview, Laura stated that she communicates updates to her team through WhatsApp and has never needed paper-basrd checklist systems because she knows what is required from past experiences. While this demonstrates a high level of confidence and competence, it is also highlights a discrepancy between individual knowledge and organisational shared knowledge. As a result, without a single common platform for communication, the housekeeping attendants would sometimes be uncertain about their responsibilities, leading to repeated checks of the same rooms and inconsistencies in responding to guest requests.
2. Feelings
Laura’s leadership and the close teamwork  I observed in the housekeeping department at the start of my placement made me feel valued and enthusiastic. Because she treated all team members fairly and with respect, I felt welcomed and motivated to be a contributing part of the team. The motivational impact of this experience reaffirmed for me how vital emotional intelligence is to effective leadership.
As I experienced how demanding operations can be - especially during peak times on busy weekends - I felt stressed and demotivated when task prioritization became unclear or when we received complaints from guests due to unmet room requests. I also felt frustrated when I saw the team lose motivation during a long shift despite Laura’s encouragement. These emotions made me realise that while leadership can be empathetic, structured communication and a clear motivational strategy are also required to sustain performance and service standards during periods of high stress.
3. Evaluation 
The housekeeping department implemented various management approaches throughout daily operations, which produced both effective and ineffective results.
Laura applied multiple elements of transformational leadership theory through her empathetic support, recognition of effort, and continuous open communication. Staff members developed trust and a sense of belonging through motivational bonuses and direct support, which Kim et al. (2023) found significantly increase employee engagement in hospitality settings. Team members also felt able to raise concerns because Laura maintained an open feedback system, creating psychologically safe environment that improved both morale and motivation.

However, the team also experienced significant weaknesses due to the use of different communication methods and unclear role definitions. The system failed to produce reliable results during critical situations because communication was fast but unstructured when relying on WhatsApp or verbal updates. This allowed multiple staff members to access guest information simultaneously, sometimes leading to duplicated tasks, unmet guest needs, and longer response times for resolving guest complaints. Research by Ann et.al. (2023) indicates that housekeeping performance relies heavily on clear communication systems and structured task allocation, which was not consistently present in this case.
Hospitality leaders need to achieve an equilibrium between showing emotional understanding and upholding organizational systems for effective leadership. While defined communication systems are essential for operational consistency, emotional intelligence and motivational support help build trust, regardless of leadership style.
4. Analysis
Motivation and Performance
Motivation is the central element affecting employee performance and service quality in hospitality operations. Grah et.al. (2024) found that when employees feel supported and valued, their intrinsic motivation and performance levels significantly increase. During my placement, I also observed this tendency, noticing that despite Laura’s occasional small financial bonuses, her personal support, encouragement, care and clear communication had the most significant morale-boosting effect. This observation aligns the findings of Buil, Martínez and Matute (2019) who emphasise that transformational leaders build trust and commitment by recognising and employee contributions and communicating a clear vision.
Positive feedback motivated me more than financial rewards, especially on busy days. However, I also came to understand that motivation without clear communication was not enough. Ann et.al. (2023) similary identified communication breakdowns as a leading cause of guest complaints, which I also observed in the department, where information on room status and shift handover was passed informally through WhatsApp messages. The system was quick and convenientn most of the time, but its inconsistent nature meant that key information was sometimes lost in message threads or conversations, resulting in repeated rooms checks, delays or occasional guest dissatisfaction. 
To increase clarity and accountability, the department would benefit from introducing a handover sheet or a digital handover dashboard to ensure greater standardisation in communication. This would align with TQM principles and allow for continuous feedback, which Prabhu et al. (2024) identify as two core components of operational excellence in a hospitality context. Implementing such a system would ensure that motivation can be translated into reliable, consistent performance.
The department was chronically understaffed, which increased workload and fatigue among the team. In these instances, Laura often took an active role in supporting her staff by working alongside them - an example of servant leadership, which Eva et al. (2019) describe as a leadership style where managers prioritise employee needs and lead by example through active involvement. This is a behaviour I learned to appreciate over time, as a true leader combines empathy with resilience during difficult moments. However, the lack of clear task division also increased the risk of employee burnout. As Ann at al. (2023) noted, empowerment and shared responsibility contributed to stronger motivation and improved performance among housekeeping employees. Therefore, an extended support structure or peer-to-peer system between senior and junior housekeeping members would enhance teamwork and ultimately improve guest experience.
How my perspective has changed since Level 4
Prior to this placement, I believed leadership - based on my earlier Level 4 learning - was  mainly about giving orders and telling people what to do; I never considered that there could  be other ways to lead beyond authority and direction.
I am now able to see how employees can lose interest in their work without appropriate direction or feedback. I have gained an awareness that truly inspiring leadership is rooted in trust, communication and support rather than control and direction.
I have broadened my theoretical perspective and set new personal objectives to further improve my own leadership and communication skills, particularly the skills required to encourage and motivate others and to remain organised under pressure.
My previous leadership mindset was at Stage 4, focused on "command and control". My current mindset reflects a more transformational and servant-oriented approach - collaborative, clear and centred on collective team effort.
5. Conclusion 
[bookmark: _GoBack]Ibis London Stratford has been excellent placement that allowed me to experience and understand how different types of leadership and motivation impact guest experience and the quality of service provided. I have come to appreciate that leadership should always be empathetic but also systematized. A culture of psychological safety can be developed through trust, fairness and teamwork, but without clear communication channels and a shared understanding of each individual’s role, service levels are unlikely to remain consistent. 
The main message I will take away from this is that to be an effective leader, one most be both a “people person” and a “process person”. I aim to carry this forward into my career by continuing to work on my communication, delegation and motivation skills, so I can support the hospitality teams I work with in achieving both job satisfaction and high service standards.
6. Action Plan / Recommendations
	Action
	Description
	Responsible / Timeline
	Expected Impact

	1. Structured Communication System
	Replace informal WhatsApp messages with a formal digital handover checklist (Google Sheet or similar app)
	Housekeeping Manager – within 2 weeks
	Improves task visibility, reduces duplication of work, and support faster issue resolution.

	2. Motivation & Recognition Programme
	Introduce a “Team of the Week” award based on guest comments and quality of teamwork
	Hotel Management – monthly
	Enhances intrinsic motivation and reinforces consistent positive behaviour.

	3. Empowerment & Mentoring
	Pair new attendants with a buddy for their first 10 shifts and include a short end-of-day debrief.
	Supervisors + Senior Staff – ongoing
	Shortens the learning curve, builds accountability and strengthens peer support.

	4. Leadership Workshop
	Deliver quarterly training for managers of transformational and servant leadership principles and practical applications.
	Hotel Management – quarterly
	Strengthens leadership consistency and improves engagement strategies.

	5. Wellbeing Monitoring
	Institute weekly micro- check-ins to discuss workload, stress levels and overall morale.
	Housekeeping Manager – weekly
	Reduces burnout risk and increases long-term retention and job satisfaction.


Appendix 
The 3 Learning Objectives for Housekeeping Department Placement
Objective 1: Leadership/Communication Awareness
This learning objective was fully achieved. Through my placement at Ibis London Stratford, I identified that leadership and communication are two of the most influential factors affecting  motivation and guest satisfaction. Observing Laura's leadership style helped me understand the importance of empathetic and clear communication in maintaining high-quality standards. I also became more confident in providing and receiving feedback from supervisors, as well as communicating professionally both verbally and non-verbally. This represents significant personal and professional development in the area of communication.
Objective 2: Strategies of Motivating People Working Together in Teams
The influence of motivation strategies on morale and overall team performance cannot be overstated. My understanding of how relatively small actions and incentives can positively affect employee performance and attitude was greatly strengthened through this placement. I also recognised that motivational strategies in effectiveness depending on individual personalities, and therefore leaders must apply the most appropriate approach for each team member. Overall, this objective was largely achieved; however, in future management training I hope to deepen my understanding of motivation theories and their practical application workplace.
Objective 3: Solving Problems When Dealing with Guest Complaints
Through my participation in guest complaint resolution activities, I gained experience in staying calm during challenging situations, taking responsibility for finding solutions, and responding to complaints in a timely and professional manner. I also developed a clearer understanding of what effective service recovery involves, and how it relies on teamwork and accountability rather than assigning blame. Overall, this objective was successfully completed, and I now feel more confident in resolving operational problems in a fast-paced environment.
Summary
I believe all three objectives were achieved. I have become more self-aware, resilient, and better able to understand how leadership, motivation and communication interact to influence guest service outcomes.
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