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Introduction

Furthermore, my interest in housekeeping stemmed from previous coursework in Hospitality & Guest Services (Level 4), where I explored how operational departments directly contribute to the guest journey. At Ibis Styles Crewe, housekeeping was positioned as the backbone of service delivery, reinforcing theoretical insights about the importance of room cleanliness and comfort in shaping guest perceptions. I also hoped to identify how housekeeping integrates with other departments to support brand consistency and guest satisfaction.

During my 10-week placement at Ibis Styles Crewe, I worked in the housekeeping department, officially known as WGC (Ward Governance and Control). This department plays a pivotal role in ensuring guest satisfaction through the cleanliness, hygiene, and presentation of guest rooms and public areas. The team handles linen management, room inspections, and coordination with front office operations. Although I occasionally observed other departments, I primarily focused on housekeeping to gain a deeper understanding of its operations and the challenges it presents.

I entered this placement with the following learning objectives:
1. To develop an in-depth understanding of operational housekeeping processes.
2. To improve leadership and delegation skills in a hospitality setting.
3. To evaluate and reflect on guest service delivery and how it affects overall hotel performance.


Section 1: Role Reflection
Reflecting on my past studies in Management & Organisational Behaviour (Level 5), I recalled evaluating different leadership styles such as transactional, transformational, and laissez-faire. Observing my supervisor, I saw elements of transformational leadership through their motivational approach, especially when staff morale was low during linen shortages. Their encouragement and feedback boosted team resilience and commitment.
During a particularly busy week, I was tasked with preparing rooms for a wedding party. I had to prioritise room allocations, manage inventory of amenities, and communicate delays effectively. I learned the importance of proactive communication and maintaining a calm, professional attitude under pressure. These moments highlighted areas for improvement in my time management and assertiveness—skills that I am now actively developing.
To guide my reflection, I have used Gibbs’ Reflective Cycle (1988), a well-established model for structured reflection that includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan.
During my placement, my role as a housekeeping assistant involved room inspections, stocking supplies, coordinating with linen suppliers, and assisting supervisors in monitoring staff performance. A recurring issue was the handling of 21 bags of rejected linen weekly, which frequently disrupted operations.
Supervisors in this department must demonstrate various managerial skills:
- Leadership and Delegation: Assigning rooms and responsibilities based on staff strengths and availability.
Moving forward, I aim to transfer the skills developed during this placement into my future roles. I now better understand the multifaceted nature of guest service operations, particularly how each task—from linen checks to guest interaction—contributes to a broader hospitality strategy. This awareness will shape how I approach decision-making and team dynamics in my future career.

- Communication and Teamwork: Liaising with the front office to prioritise rooms and ensure guests’ needs are met.
- Problem-Solving and Decision-Making: Responding quickly to operational delays and guest complaints.
One example was when our supervisor noticed the repeated rejection of linen. They contacted the vendor and implemented a quality assurance step, reducing rejections the following weeks. Another incident involved a miscommunication where a room was double-cleaned. After this, clearer communication protocols were introduced during morning briefings.
I recognised that my strengths lie in teamwork, adaptability, and reliability under pressure. However, I was hesitant to delegate tasks and lacked confidence in decision-making, particularly during busy shifts.
My professional development plan includes:
1. Participating in leadership training (e.g., ILM Level 3).
2. Seeking mentorship from experienced supervisors.
3. Practising delegation and communication during each shift.

Section 2: Management Performance & Guest Service Analysis

In my Personnel Resourcing & Development (Level 5) module, we explored how positive workplace culture can enhance employee wellbeing and engagement. I observed this firsthand at Ibis Styles Crewe, where regular team huddles, inclusive practices, and recognition of good performance promoted a supportive environment. Employees who felt valued were more likely to go the extra mile, directly impacting the quality of guest service.
Linking back to Marketing Essentials (Level 4), I recognised that while housekeeping isn't a front-line marketing function, it plays a crucial role in service branding. Cleanliness and presentation are core to a property's value proposition. My experience reinforced the idea that guest reviews and online ratings are powerful marketing tools influenced heavily by housekeeping standards.
Management Style:
The housekeeping department followed a democratic leadership style. Staff were encouraged to voice ideas, and participation in decision-making was welcomed. This aligns with McGregor’s Theory Y, which assumes that employees are self-motivated and seek responsibility. The result was high morale and productivity, although decision-making slowed during peak periods.
Health & Safety Compliance:
The department upheld safety standards in line with the Health and Safety at Work Act 1974. Staff wore appropriate PPE and followed COSHH regulations for handling cleaning chemicals. Wet floor signage was always in place, and weekly audits ensured compliance. These standards not only protected staff but also reassured guests of hygiene practices post-COVID.
Culture & Teamwork:
A strong organisational culture emphasised cooperation and inclusivity. This aligns with Hofstede’s cultural dimensions, highlighting the value of collectivism in team performance. The multicultural team at Ibis Styles Crewe fostered mutual respect and collaboration, positively influencing guest experiences.
Marketing & Guest Experience:
Although not directly involved in promotions, the housekeeping team’s efficiency significantly impacted guest satisfaction metrics. The team supported the hotel’s marketing promise of comfort and cleanliness, with spotless rooms contributing to positive online reviews and return visits. Visual inspections and occasional small surprises like towel art enhanced the guest journey.




Section 3: Guest Service Improvement Plan

Key Issue: Rejected Linen
The department faced a consistent issue: approximately 21 bags of rejected linen per week. This delayed room preparation, increased staff pressure, and risked guest dissatisfaction due to delayed check-ins.
Significance:
As noted by Hayes & Ninemeier (2009), service delays can significantly impact guest perceptions. In this case, rejected linen disrupted operational flow and led to additional costs. Lean Management (Ohno, 1988) suggests eliminating such waste is crucial for efficiency.
Three-Step Improvement Plan:
1. Operational Change: Implement an internal pre-sorting system for linen to identify quality issues before dispatch.
2. Industry Alignment: Conduct monthly vendor reviews and service level agreements to enforce quality standards.
3. Impact: This change is expected to reduce delays, increase staff satisfaction, and improve guest experience scores, particularly related to room cleanliness and check-in punctuality.

Conclusion
My placement at Ibis Styles Crewe has been invaluable in bridging academic theory with hospitality practice. I successfully achieved two of my three objectives—developing operational knowledge and strengthening teamwork skills. Although I began to develop leadership capabilities, further growth is needed in delegation and proactive decision-making. This placement has confirmed my aspiration to work in hotel management, with a focus on operational excellence and guest service quality.
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