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During my work placements at the Ibis Hotel Northampton, I got the opportunity to work across several operational areas, and one of the meaningful learning areas for me has been the "Housekeeping department". The daily duties and offering of the housekeeping department at the Ibis Hotel, involve cleaning the room properly while following all the health and safety regulations and using PPE, effectively handling cleaning equipment and chemicals, inspecting and maintaining cleaning equipment regularly to ensure safe and proper operations, checking for loose wires, plugs and electrical devices to ensure staff and guest safety and attending to guest requirements within time. While working in this department, I observed that management style and team culture played an important role in keeping the employees motivated, ensuring that the work gets done on time, and high-quality service is constantly provided. Reflecting on work placement learning acts as an important guide for understanding which part of the work practice was good and what needs to be improved, thus showing the commitment of an individual to continuous learning (Anon, 2010). 
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Management Styles: 
Hospitality is the generous and cordial reception and entertainment of guests or strangers, either on a social or commercial level. As a result, the housekeeping staff forms the foundation for exceptional guest experiences as well as a means to provide them. It is vital for housekeeping staff to show concern for guests and their needs, which is likely to make the guests return the concern, which serves as the basic ingredient for growth in occupancy and success in hotel business (Jones, 2007). The classic school of management theory states that scientific management is the type of management, which is associated with ensuring improvements in work, in particular, individual departments and achieving production efficiency (Jones, 2007). I observed a similar approach by my manager while working in the housekeeping department. In my case, our housekeeping manager was responsible for briefing the staff about the day, any special requirements, special guests and schedules. One of the aspects which I observed about our manager is that her leadership was mainly transactional because she focused on meeting daily goals, inspecting rooms and enforcing time standards; for example, we had 18 minutes to clean a room and property to organise it. This made me realise that housekeeping staff need to have a wide range of skills and technical knowledge so that they can perform their duties in an effective manner. 
However, the transactional leadership of the manager ensured that daily targets were met on time, but one of the customers complained about her dissatisfaction with the room's cleanliness. I believe that even though the hotels had rigorous cleaning protocols in place, the time limit to clean a room often rushed the staff, which harmed their quality of work. This made me realise that following standard protocol (scientific management) might not be adequate as guest preferences for cleanliness might differ, and so does the competency of the staff. Rushing the staff can make them panic, and this can impair their quality of work. As a result, there is a need for the implementation of a human relations management theory which allows managers to understand the perspective of employees and identify the root cause behind their lack of performance (Casado, 2011) because, as mentioned by Bridger (2018) that engagement of employees is one of the most important drivers of high performance. The lack of satisfaction of the staff was also quite evident when the staff felt that their opinions and suggestions were not valued because the culture of the housekeeping department was disciplined but also hierarchical, with limited exchange of feedback. 
As a part of my learning, I can say that this experience with the housekeeping departments has taught me about the different types of cleaning techniques, proper use of cleaning equipment and chemicals, and knowledge of industry standards and regulations, which have been vital in fulfilling the role of a housekeeper. I also got the opportunity to learn about how different guests can be and the ways they treat a hotel room. Some keep them clean and tidy, while others completely mess them up or damage hotel properties, and we, as housekeepers, had to immediately report it. The strict 18-minute rule for cleaning each room and constant monitoring made me feel a lot of pressure. I can say that I did feel encouraged because my colleagues were very supportive. This opportunity increased my respect for the housekeeping departments, and in future, I hope to join a similar team where I will be able to use my experience in performing housekeeping tasks and use a participative leadership style, which will help in boosting team morale. 
Significance of the issues
Management style is a significant issue within the housekeeping departments because it directly affects the experience of the visiting guest. The way in which the manager manages the housekeeping team and their work directly affects the overall comfort and enjoyment of the guest during their stay (Raghubalan and Raghubalan, 2009). Poorly cleaned and unhygienic rooms can lead guests to lodge complaints and also provide negative reviews about their experience at the hotel. During my stay, I observed that in case a guest is identified with their hotel stay or the housekeeping services offered, then the guest is offered another room and complimentary drinks so that the guests can understand that they are valuable to the hotel. 
However, as much as the management style is important for ensuring high-quality guest satisfaction, it is also important in ensuring high-quality employee satisfaction. The strict rules and focus on outcomes lead to stress and disengagement, which further increase the chances of mistakes and errors. The hospitality industry in the UK has the highest turnover rate at 52% (CIPD, 2024). Therefore, improving leadership style and team culture to reduce staff burnout, promote employee satisfaction and build a team culture of trust rather than fear of achieving exceptional results. 
This experience has taught me that leadership within the hospitality sector is not only about coordination, but it is also about inspiring commitment. I have learned that empathy, recognition and communication are important technical standards which help the staff go beyond their standard performance at work. I have also recognised that maintaining staff motivation in stressful situations requires fair support, such as a heavy workload, giving short breaks and giving praise to them.
Three-step improvement plan:
· Implementing Weekly briefly and feedback sessions, which will help in encouraging two-way communication between the housekeeping staff and the manager. This aligns with industry best practice, where maintaining clear and open communication helps in improving staff engagement with the workplace (Bridger, 2018). This is likely to boost employee morale, reducing miscommunication and improving team coordination, which is necessary for improving work outcomes and motivating the staff towards ensuring higher performance standards. 
· Introduction of recognition and rewards initiatives by the manager, such as giving the title of "Housekeeper of the Month” with a small money voucher or a token of appreciation in front of everyone, acknowledging the effort and reliability of the staff. This aligns with industry best practice of offering staff recognition to drive motivation and reduce their turnover (Armstrong and Taylor, 2023). His will likely aid in increasing engagement of the staff, lower rate of absenteeism at work and improved guest feedback due to good service and behaviour. 
· Providing a short workshop on leadership development for managers and supervisors to help supervisors develop an understanding of emotional intelligence, to understand the needs and perspectives of employees, which will allow the leader to follow the people-centred management approach. Thai will help in enhancing team cohesiveness, achieving a higher quality of hospitality services and improving staff retention. 
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Thus, it can be concluded that working at the housekeeping departments has been one of the fundamental ones which greatly enhanced my knowledge regarding the operations of the hospitality sector, and this experience has taught me the importance of housekeeping services, line room cleaning and room presentation in enhancing guest satisfaction. My experiences in the housekeeping department have helped me in understanding the importance of management's style and organisational culture in influencing guest satisfaction and staff wellbeing. 
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