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Introduction
What follows looks at Housekeeping at Ibis Styles Barnsley during my Level 6 placement. The department operated with a contracted provider supplying room attendants, a head housekeeper, and supervisory coverage, while the hotel retained a compact in-house maintenance function that logged corrective and preventative tasks digitally. Day-to-day coordination between the hotel’s general management and the contractor’s supervisor set the rhythm for room allocation, inspection, and room release. In practice, the work was steady in the early hours and exacting at departure peaks. Management style mattered because it set tone, speed, and clarity, and those three elements showed directly in guest-ready rooms and response to faults. The module frame on leadership, teams, structure, and change helped me name what I experienced and, more importantly, decide what to do next (MOB Week 2). 
Kolb 1 - Concrete experience
Two scenes shaped my view of management and guest service.
First, a facilities incident: a guest reported water on the ground-floor bathroom tiles. Front office placed an “out of order” sign, maintenance attended immediately, traced a failed gasket, completed the repair, and logged the intervention. The sequence was orderly, communications were precise, and responsibility was visible end-to-end. Guests were protected from inconvenience and the facility returned to service quickly.
Second, the routine that decides standards: post-clean inspections. I accompanied the housekeeping coordinator to check rooms marked as clean, testing for overlooked dust on edges, smears on mirrors, correct bin liners, precise bed finish, and amenity placement. The inspection itself was calm and methodical.
 At peak times, however, leadership attention moved across multiple requests, and the inspection round compressed. This is where style counts most.
Kolb 2 - Reflective observation
I noticed how small choices from the person in charge altered the department’s confidence. When the supervisor opened the day with specific allocations and one clear expectation for inspections, attendants moved with fewer interruptions, and fewer rooms bounced back for rework. When communication became brief or ambiguous, the same attendants sought clarification in corridors, room release slowed, and guest readiness felt less predictable. The difference was visible in how quickly rooms transitioned from “cleaned” to “inspected and signed” and how often minor faults spiralled into calls at reception. It kept coming up, especially on heavy departure days.
This also changed how I behaved. I began to pre-empt specification questions during my checks, kept a pocket list of known “miss points” for the shift, and relayed them to the supervisor in one batch, not scattered across the morning. It was a small adjustment, yet it made the process more efficient.
Kolb 3 - Abstract conceptualisation (link to Level 5 MOB)
Leadership theory framed these patterns usefully. Lewin’s classical categories explain the different daily postures I observed: an authoritative posture moved quickly but risked limited voice from attendants; a democratic posture improved engagement but needed tighter time control at peaks (Lewin, 1939). McGregor’s Theory X–Y lens clarified why language matters: where the tone assumed low discretion, initiative fell; where the tone assumed capability and care, attendants raised early warnings about borderline rooms, which protected guest experience (McGregor, 1960). Blake and Mouton’s grid placed the most effective days in the high-concern-for-people and high-concern-for-results quadrant, because the supervisor combined clear targets with short, respectful coaching as rooms moved to inspection (Blake and Mouton, 1981). These links map directly to the MOB sessions on leadership styles, managerial behaviour, and effectiveness (MOB Week 3; MOOB Week 1). 

Team dynamics mattered as much as leadership. The days worked best when roles were complementary: one colleague with exceptional attention to detail paired with another who was quick on finishing tasks. Belbin presents this complementarity in team-role terms, and I could see how a “completer–finisher” and a “monitor–evaluator” pairing in inspections reduced rework and stabilised release times (Belbin, 2010). The MOB materials on groups and teams reinforce the performance value of clear role relationships and practical cohesion in service settings (MOOB Week 8). 
Structure and boundaries added another layer. The outsourced housekeeping model creates a visible line between contractor and hotel. Organisational design content in MOB highlights how structure determines authority, span of control, and communication pathways; where those pathways are crisp, service moves; where they are diffuse, routine queries escalate at the wrong time (Knight, 1990); Drucker, 1993; MOB structure sessions). In Barnsley, daily liaison between the hotel’s management and the contractor’s supervisor generally kept the pathway in good order; during peaks, the lack of a simple visual signal for “inspection required” versus “inspection completed” created avoidable loops (MOOB Week 4). 
Change guidance from MOB was also instructive. Triggers were familiar,heavy departures, a late group, or a minor failure in a bathroom. The change sessions describe how people may resist new micro-routines due to low tolerance for change, different assessments of the situation, or simple misinformation. Kotter’s steps emphasise clear communication, removal of obstacles, and consolidating short-term wins; applied here, that translates into briefings that set one risk for the day, simple tools that remove ambiguity, and regular recognition when the department meets its timing and quality targets (Kotter and Cohen, 2002; MOB change sessions). In practice, that is what sustains improved behaviour, and it keeps guest experience steady (MOOB Week 6). 
Evidence from hospitality research supports these insights. Hard skills in room care develop through repetition, yet soft skills in communication and coordination are critical for service performance and are harder to cultivate without deliberate management (Mok, Sparks and Kadampully, 2013; Burns, 1997). 
Emotional intelligence connects to performance and learning in hospitality education (Völker et al., 2023), which tracks with my observation that calm, specific coaching during inspections raised attentiveness and reduced small misses. A safety-aware housekeeping culture correlates with better quality and fewer service incidents, which directly protects guest satisfaction (Kuo et al., 2020). Finally, studies on room-attendant productivity show that small process refinements and thoughtful work allocation raise output without degrading standards (Tavitiyaman et al., 2021).
Kolb 4 - Active experimentation 
I will implement three changes that focus on management style expressed through routines.
1. Seven-minute start-of-shift briefing with a single risk. At 07:05, the responsible manager sets allocations, names one operational risk for the day (for example, late check-outs on a specific floor), and states one success metric (for example, “all departures inspected by 11:30”). This aligns with MOB’s emphasis on providing direction and managing with clarity, and it reduces later ambiguity by agreeing a shared focus in advance. Expected impact: fewer corridor clarifications, earlier room release, and fewer reception escalations (MOB Week 1). 

1. Two-state visual for inspections plus a sixty-second feedback close. Introduce a simple “inspection required / inspection completed” flag on the live list and pair a detail-focused colleague with a finisher for the heaviest corridor. Close with a sixty-second conversation to confirm what went well and one improvement for the next round. The approach draws on Belbin’s team-role complementarity and the MOB sessions on groups and teams. Expected impact: lower rework, clearer hand-offs, and a more accurate prediction of when rooms are ready for guests (quality control [QC] is visible and predictable) (MOB Week 8). 

1. Peak-time protocol on one page. For departures above a set threshold or for early group arrivals, use a short protocol: temporary reallocation of two attendants to the bottleneck floor, the supervisor shadowing inspections there for thirty minutes, and maintenance on immediate radio response for any room fault affecting readiness. The change content in MOB underlines the value of visible steps that reduce uncertainty. Expected impact: faster recovery when the schedule bends, fewer last-minute calls to reception, and a steadier guest arrival experience (MOB Week 6). 

Short comparison with Level 4 (Premier Inn Doncaster)
At Premier Inn Doncaster, checklists and internal promotion expectations created a strong baseline for consistency, and my reflection there showed how time management and routine feedback supported stable quality. The Barnsley context shared that baseline but added the reality of cross-boundary coordination with a contractor. The same leadership principles applied, yet the department needed clearer signals and faster feedback because accountability travelled across two organisations. Some sites already apply these micro-routines well. Others have yet to adopt them, and the difference is noticeable in guest-ready timings.
Conclusion
The most important learning is practical. Management style is not abstract posture; it is expressed in briefings, allocations, two clear messages per shift, and the quiet minute that follows an inspection. Those choices altered how Housekeeping at Ibis Styles Barnsley delivered rooms, prevented small defects from touching guests, and stabilised release times. MOB theory gave me names and tools: leadership styles for tone and fairness, team-role complementarity for pairing strengths, structure for communication pathways, and change steps for simple, repeatable improvements. I will carry these habits forward, because they keep service in good order and they are teachable to the next person who takes the list.
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