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[bookmark: _Toc213328181]Introduction 
I work in the department and gained experience at the Maldron hotel. The department also ensures the cleanliness, hygiene, and comfort of every guest room and open area to ensure that the hotel is maintained at its high standard and service delivery (Anon, 2010). Under the supervision of Daibe, and best manager Linn, I would be able to observe the daily work process within a hotel and have a first-hand experience of how paying attention to detail directly impacts guest satisfaction.
The supervisor Daibe was very open-minded, friendly, and not difficult to communicate with. The communication style she used offered a good learning experience, as I was at liberty to ask questions and understand the importance of collaboration in achieving operational goals. I quickly realized that the service standards might not be maintained solely by technical skills and abilities but also by good leadership, clear communication, and mutual respect of the staff of different cultures.
[bookmark: _Toc213328182]Main Body 
[bookmark: _Toc213328183]Department Reflection 
In the house keeping department every shift starts with a short morning meeting, organised by the supervisor Daibe, and manager Linn to allocate rooms, discuss priorities, and verify cleaning supplies. Housekeeping communicates with the Front Office via the hotel property management system, which keeps room status updated so that guests arriving and leaving the hotel room know which rooms are available (Jones, 2008). My job description included the preparation of guest rooms, the replenishment of amenities, the provision of trolleys, and the maintenance of health and safety measures. Supervisor quality checks and reception requests were also noted by me. Such relationships showed how internal communication is significant to the smooth running (Walker, 2021). 
The most striking one was that the team was highly cooperative and that team members worked in collaboration to handle peak workloads, especially when occupancy was at its best. The teamwork that was necessary to achieve the high level of service proved the necessity of all the employees (Hagg, 2013). The observation caught my further thought. Throughout my first week of employment in the housekeeping department, I noticed that delays in getting rooms ready were occasionally incurred due to communication breakdown between the front office and the housekeeping department. As an illustration, the front office would communicate through verbal means in cases where the guests needed to check in early, and not all the team members could hear them. This made me understand the value of precise updates in the system of management of the properties in ensuring the satisfaction of the guests.
[bookmark: _Toc213328184]Key Issue: Team Motivation and Cultural Communication 
The critical problem that I noticed in the Housekeeping Department was the difference in communication and motivation of the team members with different cultural backgrounds. Although the employees were all hardworking, communication differences and expectations occasionally caused slight setbacks or even duplication of work. I have observed this difficulty during the peak weekends when the hotel was full. Other team members like direct instructions, whereas some members were more at ease discussing the task in common. This distinction tended to cause confusion as to who was in charge of certain rooms. This knowledge of the reasons why these behaviours took place, which is explained in terms of Hofstede cultural dimensions, enabled me to adjust my communication style and become more culturally aware.
[bookmark: _Toc213328185]Hofstede’s Cultural Dimensions Theory
Hofstede (1980) asserts that dimensions of Power Distance and Individualism versus Collectivism are national cultures that affect workplace behaviour (Artina et al., 2020). When I was in the housekeeping team, I observed that employees with high power distance cultures were more relaxed with being given direct orders by their supervisors and they were less likely to challenge them whereas those with low power distance cultures enjoyed open communication and shared decision making. 
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Figure 1 Hofstede's Cultural Dimensions Theory 
Source: (Vizmonte and Ligot, 2025)
Using the Hofstede framework gave me insight that these differences were collectively cultural and not personal (Minkov and Kaasa, 2020). With more open and more respectful communication, like making sure instructions are being followed and using supportive body language, cooperation has increased significantly.
[bookmark: _Toc213328186]Herzberg’s Motivation Theory
I referred to Herzberg Two-Factor Theory (1959) to comprehend why certain employees appeared more motivated than the rest. Herzberg differentiates hygiene factors (working conditions, pay, supervision) which prevent dissatisfaction, and motivators (recognition, responsibility, personal growth) which generate satisfaction (Sobaih and Hasanein, 2020).
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Figure 2 Herzberg Hydiene Factors 
Source: Aprilia et al. (2021)
Hygiene factors like workload, timing pressure, and physical effort were taxing but tolerable in the housekeeping team. The motivation difference was primarily due to the presence/absence of recognition (Elliot et al., 2025). My boss was always complimenting employees on meeting their goals or getting good feedback on guests, which undeniably boosted morale. Conversely, low appreciation lowered motivation, but the activity was identical.
This made me consider the fact that motivation is not necessarily financial. Good mood can be formed by such little steps as complimenting or appreciating good work and can make one more productive. This is connected with my research in the field of Management and Organisational Behaviour, in which Herzberg's theory emphasises intrinsic motivation as the determinant of long-term performance.
[bookmark: _Toc213328187]Personal Reflection
This experience made me understand that successful managers must combine cultural intelligence with inspirational leadership. Understanding of cultural beliefs which shape communication helps to avoid misunderstanding, but recognition and encouragement form commitment. These teachings will be reflected in my future leadership approach in hospitality: I will promote open communication, celebrate team achievements, and ensure all voices are heard, irrespective of their source. As Wood (2013) notes, the quality of guest service is not only in the processes but also in the value of employees to the organisation.
[bookmark: _Toc213328188]Three-Step Improvement Plan 
	Step
	Operational Change
	Expected Impact
	SMART Objective

	1
	Hold structured pre-shift meetings every morning to clarify tasks, share daily goals, and encourage open discussion.
	Encourages teamwork, minimises misunderstandings, and ensures that all staff members understand their responsibilities.
	Specific
Conduct 10-minute pre-shift meetings before every morning shift.
Measurable Attendance and participation recorded by the supervisor.
Achievable
Requires no additional cost and fits existing shift timings. 
Relevant 
Supports team coordination and efficiency. 

	2
	Introduce a weekly ‘Employee of the Week’ recognition programme to highlight outstanding performance and teamwork.
	Improves morale, increases motivation, and creates a more positive working environment, leading to better guest service.
	Specific
Recognise one staff member each week during the Friday team meeting.
Achievable 
Managed internally by the supervisor with no financial requirement. 
Relevant
Enhances intrinsic motivation and engagement. 
Time-bound
Launch within 2 weeks and review results after 2 months.

	3
	Arrange cross-departmental meetings with Front Office and HR to review guest feedback and operational challenges.
	Builds understanding between departments, leading to smoother operations and improved guest satisfaction.
	Specific
Schedule one joint meeting every fortnight with housekeeping, front office, and HR representatives.
Measurable
Record action points and outcomes from each meeting.
Achievable 
Uses existing meeting schedules and spaces. 
Time-bound 
Begin in the next month and assess effectiveness after six meetings (3 months).



[bookmark: _Toc213328189]Conclusion 
[bookmark: _Toc213328190]In my job at the Maldron Hotel, I was able to observe the effects of direct influence of leadership, motivation and culture on quality of services offered at Housekeeping Department. I saw my supervisor and different teams and I realised that there is not only an efficient working to be a successful work but also knowing people. Cultural Dimensions by Hofstede helped me to realise the impact of cultural difference on the communication process and expectations and how the shift of the leadership style may lead to the better collaboration in the team. The Herzberg Motivation Theory also informed me that praise and recognition are also important in making sure that the staff is also motivated especially in jobs that require physically exerting work. 
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