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My role was to work as to at Novotel London Wembley. The location of this hotel was near Wembley Stadium. I was responsible to manage staff in the resource maintenance department. Novotel London Wembley is renowned for its four-star ratings, as it has implemented its modern design, guest-centric services, and strong commitment to operational excellence (all.accor.com, 2025). The resource maintenance department plays are responsible for arranging sufficient resources in areas like utility, room cleaning, and the kitchen. Transparent and on-time communication with different departments is mandatory for this department so that it can maintain its operations. My role was to assist supervisors and leaders of the staff management department. Staff management directly impacts guest satisfaction, employee motivation, and operational performance. Key drivers of guest satisfaction in the hospitality industry are cleanliness, hygiene factors, positive behaviours, and consistent Service Delivery. According to the study of Bagnera et al. (2022), 78% of customers examine the level of cleanliness and hygiene factor while selecting a hotel. This placement gives me the opportunity to apply my theoretical knowledge in real-life working places.
[bookmark: _Toc213171057]Reflection on the placement journey
1. Overview of Department and Guest Experience
My job role was to assist Maintenance Department within the Guest Service Operations division. The role of these departments is to provide the required resources to different departments so that this department manages activities associated with utilities, kitchen equipment, and cleanliness standards. As per the suggestion of Khan et al. (2020), it can be explained that effective resource maintenance can directly affect the satisfaction level of customers. I identified the key reasons for guest dissatisfaction are faulty air conditioning, poor lighting, and unclean areas. This department had included 8 staff members under one supervisor so that this department can easily address the issues related to resource management. I was assigned to coordinate maintenance requests, monitor cleaning schedules, and maintain resource logs. For instance, 78% of guests value cleanliness while selecting any hotel (Vinta.tech, 2023). 55% of customers will provide more payment if hotels are using genuine cleanliness products and maintaining hygiene (Vinta.tech, 2023). This placement has helped me highlight the significance of Management and leadership in shaping staff morale, operational efficiency, and the overall guest experience.
2. Key Issue Identified associated with Leadership Style 
I observed a significant issue while working in this hotel. The management of this hotel needs to be addressed by the hotel management. Lack of communication and a detailed work process lead to difficulties for staff in understanding their assigned tasks and complete them. Leaders have the responsibility to demonstrate the allocated task to each employee accurately. In addition, leaders also have the responsibility to maintain transparent and effective communication with employees. Based on the point of view of Kamal et al. (2023), it can be detailed that the lack of communication among leaders and employees leads to task confusion. In addition, a lack of leaders' support can reduce employee morale and employee engagement levels. A proper task delegation is crucial for organisations to improve the performance of employees and generate overall productivity. It has been observed that organisations with a high rate of employee engagement can result in 17% higher productivity (Circle, 2025). Therefore, this hotel needs to improve its leadership style and Management to ensure a high level of productivity. 
3. Theoretical Connection
The Management and Organisational Behaviour module helped me understand the concept of different theories. For example, McGregor’s Theory X and Theory Y segment different attitudes of managers towards the employees (GeeksforGeeks, 2023). For instance, some managers assume that employees are inherently lazy based on theory X (GeeksforGeeks, 2023). Therefore, they try to implement a control and punishment strategy towards those employees. On the contradictory of, theory Y stated that staff are self-motivated and capable of taking responsibility (GeeksforGeeks, 2023). Therefore, leaders create an independent environment higher employees can take ownership of tasks, provide creative ideas, and be involved in the decision-making process. On the other hand, Herzberg’s Two-Factor Theory (1959) distinguishes between hygiene factors and motivators. The key hygiene factors for  employees are salary, supervision, and working conditions. The motivators, on the other hand, are achievement, recognition, and responsibility. Employees value emotional connection and recognition of leaders while working in any organization. For instance, 82% of employees stated that they value organizations who treat them as a person not as an employee (Turner, 2023). 
4. Self-Reflection on My Role and Learning
I initially followed the supervisor’s instructions strictly, as my responsibility was to overseeing daily maintenance logs as a trainee. However, I avoid the restrictions created by leaders in interventions and communications. However, after noticing the negative effects of the leadership style, I attempted to adopt a more supportive approach. I started conducting brief morning check-ins with team members so that I can collect their reviews and opinions. As per my understanding, including team members has assisted me in making better decisions in balancing workload. From the point of view of Charles et al. (2023), it can be stated that involving employees in the decision-making process assists leaders in improving their engagement in any task. This experience reinforced the importance of emotional intelligence. This placement has helped me understand the necessity of reviewing staff emotions, showing empathy towards them, and providing constructive feedback. The benefits of constructive feedback is that it helps in identifying mistakes immediately and address them. 
5. Significance of the Issue
Improper leadership style significantly affects staff morale along with overall service quality. As per the opinion of Mandić et al. (2023), employee motivation directly shapes the service delivery and guest satisfaction in hospitality. It has been observed that effective leaders align team performance with organisational goals. 69% highly engaged employees feel motivated, stay engaged with an organization, and work harder when they get recognition from their leaders (Jain, 2025). This statistical figure indicates that this company needs to develop an accurate leadership style in an organisation to ensure overall performances of an organization. The service excellence is Central to brand identity at Novotel London Wembley. 
6. Three-Step Improvement Plan
	Step
	Action Plan
	Expected Impact

	1. Implement Team Briefings
	Introduce 10-minute morning meetings so that I can discuss daily priorities, allocate resources, and encourage feedback
	This step is relevant in improving coordination, reducing errors, and enhancing staff ownership of tasks

	2. Leadership Development Training
	Provide supervisor training so that they can improve leadership style and emotional intelligence 
	Builds managerial flexibility, leading to higher employee morale and retention.

	3. Introduce Performance Recognition System
	Create a “Maintenance Star of the Month” so that the supervisor can recognise the efforts of employees and reward them with small incentives
	Enhances motivation, boosts service quality, and increases job satisfaction.


Table 1: Three-Step Improvement Plan
(Source: Self-developed)
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It can be concluded that my placement at Novotel London Wembley has helped me in gaining valuable insights into the critical role such as leadership and staff management. I understood that resource maintenance is an integral as this activity helps hotel to provide interrupted services and ensure guest satisfaction. Employee engagement is crucial for organisations to ensure standard services and high productivity level. This study has aligned the process of increasing employee engagement with McGregor’s Theory X and Y and Herzberg’s Two-Factor Theory. This analysis has stated that 69% of employees feel motivated and work hard when they get recognition from their leaders. I recognised that empowerment, recognition, and open communication significantly enhance employee motivation and engagement. According to my understanding, organizations can implement strategies like regular team briefings, leadership development training, and a staff recognition system to boost staff motivation. 

[bookmark: _Toc213171059]References
all.accor.com. (2025). Novotel London Wembley | Contemporary Hotel inLondon - ALL. [online] Available at: https://all.accor.com/hotel/9389/index.en.shtml.
Bagnera, S., Dalton, A., Szende, P. and Legg, M. (2022). The Perception of Clean: Consumer Trust in Hotels amid COVID-19. International Journal of Gaming Hospitality and Tourism, [online] 2(1). Available at: https://stockton.edu/light/documents/ijght_vol.2-no.1/perception_of_clean-consumer_trust-11.3.22.pdf.
Charles, M.I., Francis, F. and Zirra, C.T.O. (2021). Effect of Employee Involvement in Decision Making and Organization Productivity. Archives of Business Research, [online] 9(3), pp.28–34. doi:https://doi.org/10.14738/abr.93.9848.
Circle, V. (2025). The Powerful Link Between Employee Engagement and Productivity. [online] Nurture an Engaged and Satisfied Workforce | Vantage Circle HR Blog. Available at: https://www.vantagecircle.com/en/blog/employee-engagement-and-productivity/.
GeeksforGeeks (2023). Mc Gregor’s Theory X and Theory Y. [online] GeeksforGeeks. Available at: https://www.geeksforgeeks.org/business-studies/mc-gregors-theory-x-and-theory-y/.
Jain, H. (2025b). Statistics Of Effective Leadership – Employee Motivation & Productivity Insights. [online] Kapable Blog. Available at: https://kapable.club/blog/statistics/statistics-of-effective-leadership-employee-motivation-and-productivity/.
Kamal, N., Sakrani, S.N.R. and Maidin, A. (2023). Communication Barriers in Work Environment: Understanding Impact and Challenges. International Journal of Academic Research in Business & Social Sciences, 13(11), pp.1489–1503.
Khan, R.U., Salamzadeh, Y., Iqbal, Q. and Yang, S. (2020). The Impact of Customer Relationship Management and Company Reputation on Customer Loyalty: the Mediating Role of Customer Satisfaction. Journal of Relationship Marketing, 21(1), pp.1–27. doi:https://doi.org/10.1080/15332667.2020.1840904.
Mandić, D., Panić, A. and Šain, M.Č. (2023). Automated service delivery in hotels: balancing efficiency and human interaction for optimal guest satisfaction. Automated service delivery in hotels: balancing efficiency and human interaction for optimal guest satisfaction, 1(1). doi:https://doi.org/10.46793/icemit23.137m.
Turner, J. (2023). Employees increasingly seek value and purpose at work. [online] Gartner. Available at: https://www.gartner.com/en/articles/employees-seek-personal-value-and-purpose-at-work-be-prepared-to-deliver.
vinta.tech (2023). THE IMPACT OF HOTEL CLEANLINESS ON GUEST SATISFACTION. [online] www.grb.com.ph. Available at: https://www.grb.com.ph/resources/the-impact-of-hotel-cleanliness-on-guest-satisfaction.
2

