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My 10-week placement at The Burlington Hotel in Folkestone allowed me to experience the demanding yet vital operations of the Housekeeping Department which supports guest satisfaction. The department maintains guest rooms and public areas through cleaning and hygiene services to deliver comfortable stays to hotel visitors.
The department operated with seasonal staff and placement workers who provided essential support for operational needs, especially when the hotel experienced high guest numbers during peak times. The Housekeeping Manager, Linda, supervised me through a task-focused management style. The daily operations ran smoothly under her supervision, but I soon discovered that insufficient training combined with insufficient staff and poor communication practices harmed both employee motivation and guest service quality.
The paper examines how management approaches affect employee satisfaction and operational performance through SERVQUAL model analysis of the experience using Management and Organisational Behaviour (Level 5) module theories.
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1. [bookmark: _Toc213092245]Observation of Management Style and Departmental Issues

The housekeeping department operated with insufficient staff while showing poor organisational structure from the beginning of my observation. The hotel employed numerous temporary staff members who received no proper training or support during their employment. The first week of my placement included a brief presentation of the room cleaning checklist, followed by an independent task assignment. The manager, Linda, scheduled us to work different shifts in separate hotel areas because she wanted to achieve maximum output.
The management approach I encountered followed an autocratic model, which Lewin Lippitt and White (1939) defined as a system where the manager makes all decisions without input from subordinates. The manager focused intensely on task completion because she enforced rigid time constraints for room service operations. The leadership approach she used for task completion resulted in poor communication and reduced employee welfare.
The majority of staff members, including placement students, received no value from their work while handling excessive responsibilities. The organisation failed to provide any formal performance assessment or career advancement opportunities. Staff members who encountered problems with equipment or unclear instructions received no interest from management in finding solutions. The management team used "just get it done" as their standard response, which resulted in employee stress and service quality deterioration.

2. [bookmark: _Toc213092246]Impact on Staff Motivation and Guest Service

The management team's lack of involvement and guidance created negative effects on team member morale. The Two-Factor Theory developed by Herzberg (1959) explains this situation. The basic needs of staff members regarding compensation and workplace environment received minimal attention, but they lacked the essential factors which drive motivation, including recognition and personal growth and a sense of accomplishment. The lack of recognition and support for temporary and student workers resulted in low intrinsic motivation, which led to decreased work commitment and longer task completion times.
The lack of team coordination between staff members resulted in negative impacts on the guest experience. The lack of team communication resulted in rooms being left unfinished or without essential items which forced staff to perform additional checks during the day. The inefficient process caused delayed guest check-ins and forced the remaining full-time staff to handle additional work responsibilities. The service quality standards of reliability and assurance from Parasuraman et al. (1988) SERVQUAL model remained unmet because of this situation.
The department environment became more stressful because Linda focused on productivity instead of employee welfare. Staff members refrained from sharing their concerns because they feared receiving negative feedback or being dismissed. The management style of Theory X from McGregor (1960) matches the approach because it views employees as naturally unmotivated and requires strict supervision. The management team's belief about staff behaviour established a workplace environment where employees felt distrust for each other while preventing essential communication that could have boosted operational performance and staff happiness.

3. [bookmark: _Toc213092247]Self-Reflection and Learning

The experience taught me to reevaluate my knowledge about leadership methods which drive employee motivation in service-based operations. My previous experience showed me that effective management required both assertive leadership and complete focus on achieving results. Leadership without emotional connection and communication methods produces negative effects on staff performance and guest satisfaction levels.
The Level 5 Management and Organisational Behaviour module taught me about Goleman (2000), who explained emotional intelligence in leadership through self-awareness and empathy and social skills for successful team management. The housekeeping staff became disengaged because Linda demonstrated weak emotional intelligence through her inadequate recognition skills and inadequate communication abilities. The hotel would have achieved better employee motivation and performance when Linda used democratic or transformational leadership methods which promote team involvement and performance feedback.
The theory of Maslow's Hierarchy of Needs (1943) became important to me during this experience. The failure to meet basic safety needs and belonging needs among staff members prevented them from achieving higher motivational levels of esteem and self-actualisation. I understand now that I will establish a workplace environment which provides complete support and information and team membership to all staff members, particularly those working in housekeeping.

4. [bookmark: _Toc213092248]Significance of the Issue

The management style problem creates major problems because it leads to employee departure and simultaneously damages guest satisfaction and business operational success. The hospitality industry operates based on the service-profit chain model (Heskett et al., 1997), which demonstrates that employee contentment leads to customer loyalty, which generates business profitability. Service quality deteriorates when staff members lack motivation, which results in negative guest feedback and financial losses for the business.
The hotel faces operational threats because it depends on untrained temporary staff who perform housekeeping duties. The hotel needs effective leadership to preserve its quality standards and protect its business reputation.

5. [bookmark: _Toc213092249]Three-Step Improvement Plan

1st Step: Implement Structured Training and Mentoring

The Burlington Hotel needs to create a standardised training program which will welcome both permanent and seasonal staff members. The program should provide detailed housekeeping guidelines together with safety protocols and performance requirements. According to Armstrong and Taylor (2020), training programs help employees develop their skills and build their confidence, which results in better work performance and lower employee departure rates. The combination of new staff members with experienced mentors will create better team unity.

2nd Step: Adopt a Participative Management Style

Linda should adopt democratic or transformational leadership methods to improve her management approach. The hotel should organise brief daily meetings which enable staff members to share their work challenges and propose solutions. The practice of employee involvement in decision-making processes creates ownership feelings which Bass and Avolio (1994) demonstrate through their transformational leadership theory, leading to higher employee motivation and innovation.

3rd Step: Improve Communication and Feedback Channels

The establishment of scheduled one-on-one meetings will create opportunities for staff members to share their thoughts and work toward improvement. The hotel should use anonymous feedback tools which allow staff members to report issues without facing any form of retaliation. The method follows employee engagement best practices (Kahn, 1990) which demonstrate that open communication leads to higher employee commitment and better service delivery.
The planned implementation of these measures will lead to better staff morale and decreased employee departures and superior guest satisfaction which will enhance the hotel's operational performance and market standing.

[bookmark: _Toc213092250]Conclusion 

My time at The Burlington Hotel revealed how different leadership approaches affect employee motivation and service delivery and guest satisfaction. The housekeeping department became my workplace under an autocratic manager who revealed multiple communication and training, and organisational cultural weaknesses. The absence of emotional support and staff involvement resulted in decreased team morale and inconsistent work performance from all staff members, including myself.
The effective practice of leadership requires managers to strike a balance between their focus on work tasks and their ability to connect with people. The hospitality industry requires employee motivation through recognition and inclusion and trust because service quality depends on human interactions.
I will use transformational and participative leadership methods to lead my future team by maintaining open communication and developing emotional intelligence, and delivering continuous feedback. The three-step improvement plan, which includes training and participative management and enhanced communication, will boost operational performance while building a positive workplace environment that benefits staff members and hotel guests.
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