[image: A close-up of a sign

Description automatically generated]




School of Hospitality & Tourism Management
BA International Hotel Management


Managing Guest Service Operations
BMIH6003

LEVEL 6 

Student name: Ionica Costache
Student ID: 2246358
Word count: 1217



Declaration 
I have used Grammarly which is an AI tool to rectify any grammatical mistakes from this study. Other than this, I confirm that I have not used any AI too in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I also confirm I have copies of my draft, notes and other resources I used, which I may be asked to provide in evidence.



Contents
Introduction	2
Main Body – Department Reflection	3
Observations of Management Style in Practice	3
Linking Theory to Practice	4
My Role and Reflection	4
Why the Issue is Significant	5
Improvement Plan	6
Conclusion	7
References	8














[bookmark: _Toc213090183]Introduction 

The hotel placement site that served as my placement for this reflection is the Best Western Burlington Hotel in Folkestone, Kent. The four-star seafront property operates as part of the Best Western international franchise, offering around 60 guest rooms, a restaurant, a bar, and meeting spaces for leisure and business guests (Burlington Hotel, 2025). The hotel was originally built in the late 1800s and continues to operate under Best Western corporate quality standards while being managed locally. During my placement, I worked mainly in the Housekeeping Department, where I was responsible for cleaning guest rooms, public areas, and assisting with laundry and supplies.
The Housekeeping Department is essential to guest satisfaction because cleanliness and comfort directly affect customer perceptions. During my placement, I observed how the manager’s leadership and communication style influenced staff motivation, teamwork, and service quality. For this reflection, I will connect my experience to the Management and Organisational Behaviour module studied in Level 5, analysing how management styles impact staff motivation and efficiency, and how leadership improvements could strengthen both employee satisfaction and guest experience at the Burlington Hotel.
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During my placement, the housekeeping team worked under the supervision of a head housekeeper, Linda, and the Assistant Manager, Mirek, who occasionally supported operations. I noticed that the main management approach used was autocratic, where tasks were assigned with little opportunity for staff to express opinions or suggest improvements. Each morning, the head housekeeper distributed room lists and gave direct instructions about cleaning priorities. While this method ensured work was completed on time, it sometimes created a stressful environment, especially during high occupancy days when the workload was heavy.
According to Mullins (2016), autocratic leadership can achieve short-term efficiency but may reduce employee motivation if staff feel undervalued or unheard. This matched my experience at the Burlington Hotel, where some employees seemed demotivated when their feedback was ignored. For example, one colleague suggested reorganising the storage room to make cleaning supplies more accessible, but the idea was dismissed without discussion. As a result, workers continued to waste time locating items during their shifts. This demonstrated how rigid management can limit operational efficiency and affect staff morale.
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In the Management and Organisational Behaviour module, I learned about leadership theories such as McGregor’s Theory X and Theory Y. The first theory, Theory X, considers that employees don’t like work and need monitored supervision, while Theory Y considers that workers are self-motivated and capable of responsibility (McGregor, 1960). At the Burlington Hotel, the management style often reflected Theory X thinking — supervisors assumed that employees would not perform well without constant monitoring. This was seen when the head housekeeper frequently checked rooms immediately after cleaning, sometimes criticising minor issues publicly. While the intention was to maintain high standards, the approach made staff anxious and reduced motivation to take initiative.
A more balanced style, such as democratic leadership, could encourage staff involvement and build mutual respect. According to Lewin et al. (1939), democratic leaders engage members from the team in decision-making and show trust in their abilities, leading to higher job satisfaction and lower turnover. In hospitality, where teamwork and morale directly affect guest experience, this leadership style can improve both employee engagement and service consistency.
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As a student working in housekeeping, I initially found the fast pace and strict supervision challenging. However, over time, I adapted and learned to manage my workload more efficiently. I realised that clear communication with supervisors helped me perform better and reduced misunderstandings. For example, by confirming expectations before starting my assigned rooms, I avoided redoing tasks and saved time.
Reflecting on this experience, I understood how different leadership styles affect motivation. When Mirek, the Assistant Manager, was in charge, the atmosphere was noticeably different. He encouraged teamwork, gave constructive feedback, and thanked staff for their effort at the end of busy days. His leadership approach reflected transformational qualities, as he motivated the team by showing appreciation and leading by example (Bass and Riggio, 2006). I noticed that during his supervision, staff communicated more openly and supported each other more willingly. This experience taught me that small acts of recognition can make a significant difference in how motivated employees feel.
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Leadership and management style are critical in hospitality because they directly influence employee satisfaction and guest experience. Research by Liu et al., (2022) shows that motivated employees deliver higher-quality service and are more likely to remain loyal to the organisation. In contrast, poor leadership leads to high staff turnover, which affects service consistency and increases training costs.
At the Burlington Hotel, where seasonal demand and limited staffing are ongoing challenges, effective leadership is especially important. High workloads during the summer season can cause stress and burnout among housekeeping staff. Supportive leadership can help prevent these problems by improving communication, recognising effort, and promoting teamwork. Therefore, developing a more inclusive and motivational management approach would not only enhance employee morale but also improve cleanliness standards and guest satisfaction scores.
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Based on my reflection and theory, I propose a three-step improvement plan to strengthen leadership and motivation within the Housekeeping Department:
· Step 1: Introduce Brief Daily Team Meetings
Each morning, a short five-minute meeting could be held before shifts begin. The manager can outline priorities, listen to staff concerns, and set daily goals. This follows the participative leadership model, which encourages open communication and creates a shared sense of purpose (Northouse, 2018). The expected outcome is improved team coordination and fewer communication errors.
· Step 2: Implement a Recognition and Feedback System
Managers should regularly acknowledge staff achievements, even small ones, through verbal praise or a simple “employee of the week” notice. According to Herzberg’s Motivation-Hygiene Theory (1959), recognition is a key motivator that enhances job satisfaction. The expected outcome is increased morale and lower absenteeism.
· Step 3: Provide Leadership Training for Supervisors
Offering short management training sessions on motivational techniques and communication could help supervisors adopt more democratic or transformational leadership styles. This aligns with industry best practices promoted by the Chartered Institute of Personnel and Development (CIPD, 2023). The expected impact would be improved team trust, stronger engagement, and more consistent guest service quality.
The Burlington Hotel can establish a positive workplace through these steps which will boost employee morale and motivation to deliver superior guest experiences and business success.
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My placement at the Best Western Burlington Hotel allowed me to see how leadership and management styles directly influence motivation and service quality within the Housekeeping Department. The autocratic approach ensured control but also limited employee initiative and job satisfaction. By comparing this experience with theories from the Management and Organisational Behaviour module, I learned that effective leadership in hospitality requires a balance between authority and empathy.
The work environment becomes more supportive of both efficiency and employee morale through open communication and recognition of employee work and regular staff participation opportunities. My future goal is to apply transformational and democratic leadership principles in my own career by promoting respect, teamwork, and motivation. Implementing the suggested improvement plan would not only improve employee engagement at the Burlington Hotel but also contribute to maintaining the property’s reputation for friendly service and high standards expected from a Best Western franchise.
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