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Introduction 
The project is based on my placement in the Crown Bawtry Collection, comprising Rossington Hall, The Crown Hotel, and Bawtry Hall. The Crown Hotel, where I have been working closely in the Housekeeping Department under the supervision of Yvette, who is the Housekeeping Manager, and Sarah Dunn, who is the Hotel Manager. The housekeeping department is essential in ensuring that the house is clean, comfortable, and compliant with the satisfaction of the guests. The team at The Crown Hotel has a role in ensuring that the hotel is maintained at the standard of premium guest rooms, public areas, and event spaces. The services that the department provides are cleaning of rooms on a daily basis, deep cleaning, laundry and linen services, inventory, and liaising with the front office and maintenance to meet the demands of the guests.
Yvette and her employees have a high level of hygiene and respond fast to the needs of guests through close collaboration, which makes their stay experience positive and memorable. The housekeeping department can also support the sustainability of the hotel by supporting waste minimisation and environmentally friendly cleaning. Overall, the Crown Hotel in the Crown Bawtry Collection can be characterised and summarised by this department in terms of operational excellence and guest-centred culture.
[bookmark: _heading=h.3rgsxua0ad5n]Main Body 
Reflection
5W1H model-based analysis of scenarios and experiences
Who: The key stakeholders were Yvette, the housekeeping supervisor of The Crown Hotel, and the Crown Hotel housekeeping staff, which included me. Yvette also adhered to the task-focused style of management, which affected the staff performance and the satisfaction of the guests.
What: The problem identified was that an authoritative leadership style prevented open communication, pressure was created on the busy days, and this affected the efficiency of the service. The employees were not that eager to discuss the issue of fatigue or routine, and delayed the preparation of the rooms, resulting in the omission of facilities.
When: The issue was highly apparent on the busiest days of occupancy and special events at the Rossington Hall when the demand on the service was at its peak.
Where: The accidents were taking place under the housekeeping unit of The Crown Hotel, which is a boutique hotel, and the clientele anticipates quality service, which is highly personalised.
Why: Yvette was more of a standards and discipline management style, which did not involve participative communication and emotional support. This model decreased the motivation of the staff and teamwork, that have a direct impact on guest satisfaction.
How: The circumstances led to delays in operations, room setups, and lower levels of guest satisfaction. Reflective observation showed that a transformational style of leadership would have been better in enhancing morale, communication, and teamwork. Such a leadership approach would have fostered collective decision making, swift problem solving and increased motivation.


Justification for proving the significance of the issue
The importance of this challenge is that it has a direct impact on the quality of services and the performance of employees, which are vital in the hospitality industry. The fact that the Crown Hotel is a boutique hotel implies that each customer expects to be given a high degree of focus, attention and speed. Rivaldo (2021), lack of leadership that encourages communication and motivational efforts leads to breakdown of the services, as experienced in delayed check-ins and problems in preparing rooms. This experience made me realise that leadership should extend beyond rule-making. The Motivation-Hygiene Theory by Herzberg, according to Herzberg, assumes that motivation requires factors like recognition, respect, and growth opportunities. In the same manner, the Hierarchy of Needs depicts that esteem and social needs should be satisfied in order to attain better performance. Yvette was only focusing on the basic needs of order and safety, which did not engage employees at the higher levels. Thus, incorporating the transformational aspects, including recognition, cooperation, and empowerment, would positively influence service operation and guest satisfaction as well as increase the morale (Sreenivasan and Prajapati, 2024). Leadership style is therefore a key problem, which affects the well-being of employees and the overall guest experience, and this necessitates the management to focus on this area to improve its performance.

3-step implementation plan
Step 1: Adopt Practices of Participative Leadership.
Yvette and her team would consider applying participative management, where employees are prompted to give feedback and propose ways of improving operations. The exchange of ideas and early problem-solving would be made possible through frequent team briefings or brief morning meetings. 


Step 2: Implement a Recognition and Reward System.
A good motivational system may be maintained through a structured system of reward when workloads are high. As an example, the recognition of the Employee of the Week or the mini-incentives in case of outstanding performance might boost morale. According to research by Liu et al. (2022), recognition enhances the level of employee engagement, which has resulted in greater service provision and increased guest satisfaction.
Step 3: Establish Leadership and Communication Training.
Leadership and communication training would be offered to the management staff, comprising supervisors, to improve emotional intelligence and adaptive leadership. This would assist such leaders as Yvette to hold a balance between authority and empathy, which would enhance team trust and teamwork. The enhanced communication channels would minimise mistakes, build a more unified working environment, and eventually enhance the experience of guests.
[bookmark: _heading=h.98lrheuk0slv]Conclusion 
As a part of my evaluation based on the placement in the Crown Bawtry Collection and the Housekeeping Department of The Crown Hotel, I found that the practice of management style has a strong impact on the motivation of the staff and the satisfaction of the guests. With transactional and autocratic leadership of Yvette, it was ensured that the operational control was upheld, although occasionally communication and teamwork were reduced in case of high workload. I also came to know that a balanced form of leadership is needed in the guest service that involves the use of structure and empathy. The reflection was supported by Maslow, Herzberg, and transformational leadership theories, which demonstrated that the motivated staff provide a better service. Some of the recommendations include adopting participative leadership, introducing reward systems, and enhancing leadership communication. In general, good leadership is the key to high standards of housekeeping and excellent customer satisfaction of guests at The Crown Hotel.
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