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My placement was done at the Premier Inn Canterbury, in New Dover Road (CT1 1UP), a famous hotel chain in the mid-scale category managed by Whitbread Plc. It is considered one of the largest hospitality chains in the United Kingdom (Statista, 2025). The more than ten-week placement was in the housekeeping department, which is critical to the satisfaction of guests at the hotel as a whole. Its duties involve cleaning of the room, laundry, checking of the rooms and maintaining contact with the front office on the arrivals and departures of the guests. The given reflective log will be devoted to the analysis of a single problem I noticed in the housekeeping activity, that is, the impact of the management style on the motivation and performance of the staff. The discussion will connect practical experience with theoretical knowledge acquired in Management and Organisational Behaviour (Level 5) modules. 
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[bookmark: _Toc212922970]Visitor experience at the hotel in the housekeeping department
Housekeeping staff play a significant role in the formation of the guest experience. Cleanliness and comfort of the rooms are the key to brand identity and customer loyalty in hotels such as the Premier Inn. The Hotel Guest Satisfaction Index indicates Premier Inn's score of 75% which confirms that cleanliness is among the top three reasons that affect repeat booking and online reviews (Bell, 2025). The quality of a hotel is usually equated with the appearance of its rooms and communal spaces to the guests. Also, the housekeeping department was very systematic, as I was able to notice during my placement. This day started with a morning briefing by the supervisor Emma, and then the allocation of tasks. The room attendants were assigned a particular number of rooms each based on the occupancy rates (Hsieh et al., 2025). Checklists were used in the department to make sure that all the standards of cleanliness were upheld, such as bed making, bathroom sanitation, and other amenity replenishment. Even though the processes were effective, I identified variations in team motivation with regard to the way the supervisor related to employees. 
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The greatest problem that I observed in the housekeeping department was the differences in staff motivation due to the inconsistency in leadership styles (Jones, 2007). The Premier Inn in Canterbury had a housekeeping staff of a supervisor, an assistant, and approximately ten room attendants. The supervisor was mainly authoritarian, as she paid much attention to achieving good time targets and cleanliness scores. Though this method was very efficient during the peak time, it also led to pressure among the personnel (Wang, 2022). Some of the attendants also felt they were underestimated and were not willing to talk freely. An example of this is the responses of the supervisor whenever there were errors committed by the staff. Most of the time, the supervisor responds with corrective behavior rather than supportive behavior. In less active weeks, a more participative style of leadership was witnessed, whereby staff feedback was promoted and teamwork enhanced (Myers, 2024). This discrepancy showed that leadership had a direct impact on the motivation of employees, communication and eventually on the quality of guest service. Motivation within the realms of hospitality determines the levels of attention and effectiveness of the work performed by the employees. It is important to deal with leadership and motivation challenges to ensure sustainable service performance.
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Personal experience of management styles 
Through the placement, I was able to observe and even experience the effects of management style on the department's ambience. On some occasions, I myself was under pressure to get things finished fast, and this sometimes compromised attention to detail. When the supervisors exhibited appreciation by showing gratitude to the staff or rewarding them for good performance, there was evident enthusiasm and cooperation observed in the team (Westover, 2021). This reflection worked to my realization of how leadership and motivation theories can be applied in practice in the operations within the hotel.
Application of theories 
A theory that has been identified is the Situational Leadership Model developed by Hersey and Blanchard, which recommends that successful leaders can change their style depending on the readiness and ability of the employees (Cherry, 2025). The housekeeping team had a lot of experienced and self-sufficient attendants, though the supervisor tended to be more direct, which was more appropriate for the inexperienced employees. Under this theory, the supervisor would have performed more successfully by moving to a delegating or supporting style, whereby employees would have been given more freedom and appreciation. The other perspective that can help is the Two-Factor Theory provided by Herzberg, which distinguishes between hygienic factors (pay, conditions, and supervision) and motivators (recognition, responsibility, and achievement) (Nickerson, 2025). Basic hygiene factors, such as stable shifts and safety, were provided by the department, although motivators were scarce. 
Learning and future practice 
Personally, I also got to know that communication and empathy are potent leadership tools (Casado, 2011). The more supportive style was applied when I helped to mentor a new employee, because I explained the procedure step by step and encouraged him. The co-worker also reacted with positivity, demonstrating a faster improvement in speed and confidence. This little experience just reinforced my judgment that motivation is developed when people feel respected and appreciated (Grover, 2021). It helped me to realize that leadership is not only enforcing the rules, though also inspiring the effort and trust in the employees.
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The question of leadership and motivation is one of the most popular in the hospitality literature, as the performance of the staff directly affects the satisfaction of the guests. Mitrano and Febriyati (2024) stated that the basis of consistent service quality is employee engagement and emotional well-being. In the same manner, Lasrado and Kassem (2021) have noted that transformational leadership, which is characterized by communication, inspiration and empowerment, builds a good organizational culture that enhances staff morale and customer appreciation. Motivation in the context of housekeeping is used to determine the rate at which tasks are done carefully. A journal carried out by Howick et al. (2024) indicated that room attendants become more productive and reduce absenteeism when supervisors are empathetic and offer constructive feedback. This can be attributed to the fact that employees who are motivated at work feel that they are involved in something that has contributed to the success of the hotel. At the Premier Inn Canterbury, the reputation of the brand lies in the online reviews of the guests, where cleanliness and friendliness are considered to be the most important factors. Fluctuating leadership has the power to modify the operations of the daily workflow as well as these performance indicators. 
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In order to resolve the motivation and leadership problem in the housekeeping department, a three-step improvement plan is offered. 
Step 1: Adopting a Structured team briefing system
There should be a short, daily team briefing prior to each shift. The session would incorporate task distributions, safety protocols and rewarding of past successes. The best practice models of Marriott International have shown that frequent briefings are effective in leading to engagement and communication (Kitterman, 2025). In the case of Premier Inn Canterbury, this would establish transparency, and better coordination with the front office and employees would be motivated through verbal recognition.
Step 2: Leadership and emotional intelligence training
Training of supervisors should be periodically provided to them on situational leadership and emotional intelligence. Currently, the HR policy at Whitbread supports the concept of constant growth, and thus, the inclusion of leadership workshops would be related to corporate standards (Whitbread Plc, 2023). The training would make supervisors adjust the styles of leadership to various competencies of the staff, active listening, and constructive feedback. 
Step 3: Reward and recognition program
Simple reward systems will be implemented, such as Room Attendant of the Week, and vouchers for outstanding service. Recognition, regardless of monetary, enhances intrinsic motivation and organizational commitment. This would be an effective solution in housekeeping to increase morale, decrease turnover and foster an appreciation culture (Szczesny, 2024). Combined, these measures are cost-effective and efficient, though they can enhance the motivation of staff and customer satisfaction. 
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Conclusion 
The housekeeping department at the Premier Inn Canterbury is an important department in ensuring that the guests are satisfied and the brand image is not compromised. By doing this placement, I was able to experience first-hand the close relationship between operational efficiency and staff motivation. The main problem that has been discovered was the impact of leadership style on teams’ morale and the quality of the delivered services. The reactions of the team towards various management styles made me understand the role of leadership consistency and communication in the running of a hospitality facility. Theoretical application of the Management and Organizational Behavior module, particularly Situational Leadership and the Two-Factor Theory introduced by Herzberg, has given a better insight into how motivation can be enhanced with the help of empathy, recognition, and flexibility. In my case, this reflection has been valuable in enabling me to be aware of my potential as a leader. I have been informed that simple words of support could change a lot of my motivation at work. 
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