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Introduction
During my placement in the Housekeeping Department at the Holiday Inn, Sunderland that is among the most demanding in terms of operations and guest critical areas of the hotel. There were eight employees within the team of the department who work day-to-day reporting to one manager. The hotel has a superb reputation on cleanliness, and when I joined them, I was informed that the housekeeping department was second in terms of room hygiene in the IHG portfolio. This acknowledgement is not just the reflection of the efficiency in the operations, but also in leadership and motivation that ensure the service standards remain high. However, this experience comprehended that there were enormous difficulties behind such success also. This increased the workload on the housekeeping staff during its highest occupancy periods, which occasionally affected the pace, morale, and responsiveness of the guests. This reflection focuses on the impact of leadership and styles of communication on staff motivation and the quality of service. I rely on management theories, concepts of teamwork and marketing perspectives to evaluate the effect of the issue on guest satisfaction and offer viable solutions based on best practices in the industries.
Issues faced: Staff Overload and Communication gaps
The poor communication and overloaded staff during peak occupancy periods were one of the problems that kept on occurring regularly. The manager was a supportive person but would adopt a task-oriented leadership style due to his preference on operational output and not on the well-being of an individual. This sometimes caused delayed responses of guests like delays in replacing fresh towels or not executing requests in extra beddings. Although rooms were always clean, there was no effective internal communication and this made guests feel neglected at times, which is one of the major service failures in hospitality.
When I talked to my colleagues, several of them were convinced that management was unaware of the pressure that they were undergoing when they had to make peak shifts. This is in line with the result of the Blake and Mouton Managerial grid that excessive focus on production may undermine the morale of a team unless it is accompanied by focus on people aspect (Blake & Mouton, 1985). 
Leadership and Management.
The housekeeping leadership strategy was leaning to clear direction of transactional leadership, routine inspection and high standards, but low empowerment. Bass (1990) says that although transactional leadership ensures order and consistency, it may result in exhaustion and a loss of interest in work when employees believe that they are under control (Bass, 1990).
By contrast, transformational leadership, where people share the vision and experience emotions, would be more efficient in maintaining motivation during demanding shifts (McGregor, 1960). When I brought up the issue of communication gaps during a meeting, the manager appreciated the feedback but informed me that the allocation of resources were by the top management. Such a hierarchical set of decision making is typical of the hospitality industry, but it usually does not allow middle managers to respond promptly to well-being issues (Gannon, 2023).
My previous research on the topic of Management and Organisational Behaviour (MOB) helped me to understand that the technique that allows feedback loops to enter the operations, which is known as democratic or participative, is more effective in ensuring high morale and reduced turnover (Adair, 2019). For example early morning briefs in short sessions to discuss the workload requirements might be used to clarify the priorities and avoid burnouts.
Finally, the issue revealed that the leadership style directly affected employee satisfaction and guest experience, which is compliant with the Two-Factor Theory designed by Herzberg that recognizes recognition and working conditions as important motivators (Herzberg, 1959). Staffs will be more productive when they feel valued.
Teamwork, Culture and Communication.
The hotel’s housekeeping culture was collaborative but reactive rather than proactive. It was about getting through the list instead of improving the process and common problem resolution. According to Tuckman’s (1965) team development model of forming, storming, norming, and performing, the team was already in the performing stage. However, it lacked reflection and feedback, which are essential for maintaining learning and growth. Interacting with my colleagues revealed that even minor gestures like asking colleagues about their workloads and sharing workload, reduced stress and increased the pace. 
These micro-level gains can be compared to the Belbin Team Role Theory that emphasizes on complementary strengths (such as coordinators, completers, and implementers) to form a balance and cohesion (Belbin, 2010).
Additionally, open communication promotes the psychological safety, a concept popularised by Amy Edmondson (2018), which implies the idea that employees are safe to raise their voices without having to fear being accused (Edmondson, 2018). With better, more organized channels of communication, like end-of-day debriefs or suggestion logs, the team would have an easier time pointing out issues and suggesting operational solutions. Such cultural change towards compliance and collaboration would be in line with the IHG values of True Hospitality that employee empowerment is considered to be the key to guest satisfaction.
Connection between Marketing and Guest Experience.
From a marketing prospective, the level of guest satisfaction at housekeeping is directly related to the brand reputation. The promise by the Holiday Inn brand of ‘’Relax, its Holiday Inn’’ is based on consistency, cleanliness and reliability. Such minor lapses in service as delays in additional requests will reduce the overall satisfaction ratings and influence online feedback.
According to research conducted by Walker (2021), the perception of cleanliness by the guest forms one of the three major drivers of hotel loyalty. On the same note, Wood (2013) cites that there will be no operational effectiveness without service marketing since ‘’the lived experience of the guest’’ is the brand (Wood, 2013). Through my placement experience, I realized that cleanliness was positively addressed by review management systems, and the management cited the delays in responding as a flaw. This validated the need to enhance the internal communication and match service execution with the marketing commitment.
The difference between the expected (prompt response) and perceived service (delayed assistance) can damage the dimension of ‘’responsiveness’’ by the application of SERVQUAL (Parasuraman, et al., 1985). It takes more than change of procedures to bridge this as it will entail leadership and cultural changes.
Learning Reflection: Previous Application.
At Management and Organisational Behaviour (MOB), I realised that motivation can be fostered by inclusion in leadership using a democratic style, which I perceived could be an advantage in reducing stress when the demand was high. Studying Personnel Resourcing module made me remember that the productivity and turnover directly depend on the workforce planning and the well-being of the employees. The lack of personnel during the peak time was a failure of strategic workforce planning which Marriott International handles in terms of predictive scheduling and HR analytics (Marriott International, 2024).
I took the initiative of making unofficial check-ins prior to our shifts to enquire about the number of rooms that colleagues had and whether we could reassign the work in case one of them was lagging. This small project was a step towards trust and also the team was brought closer. Subsequently, my manager said that morning check-ins were increasing communication that further supported the importance of putting academic knowledge into practice.
This learning process is best described by Kolb Experiential Learning Cycle (1984) I observed (concrete experience), reflected (observation), conceptualised by theory (abstract conceptualisation), and acted (active experimentation). That was the cycle that assisted to turn frustration into positive action (Kolb, 1984).
Three-Step Improvement Plan
Implement Daily Team Briefings.
Five minutes, formal meetings at the beginning of every shift to talk about the occupancy rates, guest priorities and any special work. This creates alignment and transparency and allows employees room to express issues. Hospitality practices like these have been demonstrated to promote morale and performance of tasks (Walker & Walker, 2019).
Put into action an Internal Feedback Log.
The staff can have a common digital or physical journal where they report recurring problems like shortages or absent communications so that managers can adjust staffing patterns. This promotes participative leadership and Theory Y assumptions on self-motivation in employees (McGregor, 1960).


Increase Employee Morale with Flexible Working Hours.
Reshaping the shifts when there is high occupancy, cross-department support where feasible. According to the research conducted by Gursoy et al. (2021), flexible scheduling leads to higher levels of satisfaction, a decrease in burnout, and to an indirect increase in the ratings of the guests (Gursoy, et al., 2021).
These measures combined with other industry best practices in the people engagement and sustainable service management will strive to achieve better staff retention and increased guest satisfaction.
Conclusion
Considering my experience, I understood that the effectiveness of guest service operations is not only based on processes but also people and leadership. Housekeeping team was strong in terms of being disciplined and being proud but they needed more attention on communication and well-being. Connecting the practice with the theory of Herzberg motivation model and the learning cycle proposed by Kolb, I came to know that even a slight change can make the performance and the morale more powerful. It is the experience that taught me that hospitality leadership is a skill of striking a balance between operational control and empathy and trust. In the future, I would like to use participative leadership styles and active communication tactics to establish conditions in which employees and clients will truly feel appreciated.
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