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Introduction 

This reflective learning journal is based on my 10-week Level 6 hospitality internship at the Mercure hospitality Milton Keynes Central. The goal is to carefully look at my hands-on experience in a guest service operations department and think critically about how I used what I learnt in school.

My reflection is about the housekeeping department, which is the part of the hotel that makes sure everything runs smoothly and looks well. The department is in charge of making sure that all 124 guest rooms and public areas are clean and in good working order. Daily room cleaning, comprehensive cleaning, and organising necessary maintenance are some of its key tasks. The Housekeeping team's efficiency is directly related to the hotel's overall Guest Satisfaction Scores (GSS) because it affects the quality of the physical product.

During my time there, I noticed that even though there were tight rules in place, the quality of the guest experience was still not always good. The main problem was not a failure of protocol, but a lack of enthusiasm and efficiency among staff caused administration was done at the time.

 Reflection on the Department 


The guest room is the main thing that the hotel has to offer, and the cleaning service is in charge of it. Working as a room attendant with team members like Ruth and then in a supervisory/auditing job under the Housekeeping Manager, Beverly, gave me two different views on how to provide good service. The "A-Check procedure," which was a strict inspection process, was a big part of how the system worked. Even with these tests, Guest Satisfaction Scores were not always the same. This was mostly because of small issues and slow maintenance response times. Failures, such not refilling amenities on time or not formally reporting problems like a broken air conditioner remote, hurt the brand's image. The main problem was that the specified technique didn't work with the staff's real commitment, which was caused by the way management worked.

The main problem is that they depend too much on a transactional management style.

The main problem was that the Housekeeping Manager only used a Transactional Management Style (Burns, 1978). This method was quite tight about keeping an eye on performance, obeying the rules, and using a system of discipline and reward that was only based on passing the A-Check audit. When people failed, they typically got punished (like being told off or getting less shifts), and when they did well, they were rewarded (like being assigned to auditing tasks). This was more about control than empowerment. This technique fits perfectly with McGregor's Theory X ideas (McGregor, 1960), which say that managers see their employees as not being ambitious and needing constant supervision and control. My dual function demonstrated that the system favoured compliance—utilizing the audit list as external oversight—over authentic commitment.

Self-Reflection and the Use of Theoretical Knowledge

Transitioning from peer to auditor was challenging, and I found the transactional system’s focus on punishment unhelpful. External control created pressure, leading team members to hide small issues out of fear, which worsened room maintenance and guest experiences. For instance, a cleaner didn’t report a broken coffee holder, resulting in a guest complaint. Managing through fear proved ineffective for maintaining quality.
Herzberg’s Two-Factor Theory (1968), which I studied in my Level 5 Management course, explains this. The team lacked Motivator Factors (like recognition) and had poor Hygiene Factors (like pay and workload). The transactional approach offered no internal rewards, resulting in low morale, apathy, high turnover, and absenteeism. This confirmed that neglecting human motivation harms service quality.

Justification of Importance and Scholarly Literature

The absence of staff motivation resulting from transactional leadership is consequential as it disrupts the Service-Profit Chain (Heskett et al., 1994), which connects Employee Satisfaction → Service Value → Customer Satisfaction → Profitability. The Theory X management style, which was harsh and strict, hurt morale and produced a lot of turnovers, which made the service quality inconsistent (poor Service Value). Because of this inconsistency, Guest Satisfaction Scores (GSS) were low and loyalty dropped. The transactional leadership made the hotel less stable in the long run by creating a weak link.

Academic literature supports Transformational Leadership (Bass and Avolio, 1994), which inspires employees to go above and beyond what is expected of them and provide important "moments of truth" (Albrecht and Zemke, 1985). The current system was fundamentally incapable of inspiring the level of discretionary effort necessary for ongoing high-quality service.

Plan for Three Steps of Improvement

I suggest the following plan to change the department from a compliance-based model to an empowerment-based model and raise the quality of service. This is the first step towards a transformational leadership approach:

1. Change in operations: Set up the "Room Ownership & Recognition" (ROR) System.

Specific operational change: The room attendant signs off on the A-Check for their own room. The supervisor's job changes to coaching and checking 10% of rooms at random to make sure they are in good shape.

Alignment with Industry Best Practices: Total Quality Management (TQM) says that employees should be responsible for quality control (Deming, 1986). It also uses the Service Empowerment Theory.

Expected Effect: More ownership will enhance morale and First Time Quality (FTQ) scores right away. Expected to cut down on complaints about small defects by 15% in the first quarter.

2. Change in operations: a "Service Success Huddle" every day for 15 minutes.

Change in how things work: Instead of a long morning meeting, have a short, high-energy "Huddle" where everyone stands up. Focus on (1) thanking people for particular, great service from the day before and (2) setting clear, visual goals for the day (VIPs, Quick Turns).

Following industry best practices: uses Lean Management principles to cut down on wasted time and the Agile/Scrum method of fast communication. It also turns on Inspirational Motivation.

Expected Impact: Better team concentration makes sure that resources are used for the most important tasks, which cuts down on the time guests have to wait for clean rooms and raises the "Efficiency of Service" GSS rating by 10%.

3. Change in Operations: Cross-Functional Guest Experience Shadowing.

Specific Operational Change: High-performing attendants and housekeeping supervisors must follow Front Office staff for a whole shift, and vice versa.

Alignment with Industry Best Practices: One of the main ideas behind Organisational Behaviour is to get rid of "silo mentalities" so that employees can see how their actions affect coworkers in other departments.

Expected Effect: More proactive maintenance recording and better coordination between departments. Expected to shorten the time it takes to log and fix small maintenance problems in half, which will make guests think the hotel is more responsive.

Conclusion 

At Mercure Milton Keynes Central Hotel, I learned that effective guest service depends more on how people and leaders respond than on strict procedures. My experience and Level 5 Management studies show that relying on a Transactional, Theory X approach reduces employee engagement and guest satisfaction. The agency should empower staff instead of just managing them.
Implementing Room Ownership & Recognition, Service Success Huddles, and Cross-Functional Shadowing can help shift toward Transformational Leadership. These steps boost motivation, improve service quality, and increase staff morale and guest satisfaction. This experience reinforced that engaged, happy staff are key to excellent hotel service.
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