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[bookmark: _Toc215668958]Introduction
The Village Hotel Bournemouth is a modern mid-price hotel that offers the whole guest experience to its clients as it relates to accommodation, leisure, dining and wellness services (Village Hotels Group, 2025). The housekeeping department is central to ensuring that rooms, the overall view, and other public areas are clean, and these are the most prominent aspects of guest satisfaction (Walker, 2021). The department takes care of rooms, corridors, public functions, the linen department, lost and found functions, and brand satisfaction. And as a placement, I was supervised by Diane, who was the Housekeeping Manager, and by Claudia, who was the Assistant Manager. I was also involved in room cleaning, stock check and helping in the day-to-day operations. I chose to concentrate on housekeeping because it is the variable that influences the quality of the experience, as well as the quality of operations that will have a direct impact on the guests.
[bookmark: _Toc215668959]Main Body – Department Reflection 
[bookmark: _Toc215668960]The Guest Experience in Housekeeping
The housekeeping department can be regarded as one of the most potent sources of guest satisfaction (Zhang et al., 2024). It is because neatness, appearance, and room preparation directly affect the perception of the hotel in general. Housekeeping is the focal point of service delivery because guests tend to assess the quality based on physical evidence like bedside appearance, bathroom cleanliness, and room cleanliness. Late delivery of rooms or poor cleaning can work against repeat business and more complaints (Vallen and Vallen, 2014). As academic literature emphasises, even single mistakes in the housekeeping performance can have a toll and harm on the trust, satisfaction, and intention to revisit the place among the guests. The housekeeping staff in Village Hotel Bournemouth makes sure that, as far as brand standards are concerned, rooms, corridors and open spaces are maintained alike. 
[bookmark: _Toc215668961]Key Issue Identified: Management Style
My placement experience showed that there was an apparent discrepancy between the two supervisor leadership styles. The Housekeeping Manager (Diane) tended to be task-oriented and authoritative and was obsessed with speed, the number of rooms and operational performance. This style guaranteed organisation and expectations, although it was sometimes a source of pressure among employees, hasty room set-up, and poor communication when things were busy. On the contrary, a more supportive and coaching-oriented style was applied by Claudia, the Assistant Housekeeping Manager, who provided guidance, checked with the staff, and encouraged questions. The difference in styles created a dissimilar team. In instances where Diane was the leader, room attendants were stressed and seemed reluctant to speak up, negatively influencing the accuracy of rooms, sometimes causing omissions of details like amenities or dust in rooms. Under the supervision of Claudia, the tone was less strained, and the line of communication had become smoother, leading to increased teamwork and enhanced room-quality performance. The leadership style, hence, did significantly influence the motivation, the efficiency and the uniformity of the service provision to the guests (Rutherford and O’Fallon, 2007).
[bookmark: _Toc215668962]Self-Reflection 
These leadership behaviours were observed during the performance of duties like cleaning rooms, filling trolleys, helping in deep-cleaning activities, and reporting maintenance problems. I was under more pressure to do rooms quickly when Diane was leading the shift, and this influenced my confidence and willingness to ask questions. I found out that I was not as productive as I was attempting to correct, but to learn. On the other hand, the supervision with Claudia was more relaxed as I needed certain clarifications, and I was provided with constructive feedback that enabled me to improve my cleaning technique and time management. This experience taught me that leadership style is a crucial factor in the performance of new or less experienced personnel. I discovered that a coaching approach to coaching style is more effective because it is more motivating and conducive to learning. The use of both methods made me see the significance of effective communication and sympathetic supervision in ensuring that guests are highly satisfied.
[bookmark: _Toc215668963]Academic Application Management & Organisational Behaviour 
The situational leadership model by Hersey and Blanchard can be applied to the leadership styles in housekeeping (Khvashcheva, 2023). The Housekeeping Manager, Diane, used a directing approach, which is concerned with getting things done and being efficient at work and thus created stress on staff and limited communication. Conversely, the supporting coaching style was exhibited by Claudia, the Assistant Housekeeping Manager, who offered guidance, facilitating questions and developing people. This strategy goes in line with the Two-Factor Theory of Herzberg, where motivation, like recognition, support and good communication, can be used to increase employee satisfaction and performance (Lee et al., 2022). It is thought that hygiene factors, like undue pressure or lack of expectations, may demotivate employees. This application helped me critically examine how the coaching style of Claudia enhanced teamwork, service quality, and confidence of the employees, unlike the task-oriented style of Diane, which, despite its efficiency in operations. It has led to stress among the employees, which has adversely impacted the experience of the guests (Salama et al., 2022).
[bookmark: _Toc215668964]Significance of the Issue 
Housekeeping needs leadership, as it affects the level of staff confidence, the precision of the cleaning duties, and the regularity of service quality. The result of poor leadership is an increase in complaints by guests, high turnover, and decreased productivity. Effective supportive leadership promotes a healthy culture, avoids mistakes, and motivates employees to own their work (Wood, 2013). According to academic sources, clear communication and motivation are also important to service quality (Chikazhe and Nyakunuwa, 2022). In this way, the management style issue turns out to be urgent as it directly affects the outcomes of the work, well-being of employees and customer satisfaction.
[bookmark: _Toc215668965]Three-Step Improvement Plan
Table 1 Improvement Plan
	Step
	Action
	Purpose / Details

	Step 1
	Introduction of the Daily 5-Minute Briefing
	Morning team briefings can enhance communication, explain expectations, and get the staff ready to overcome the day's challenges. This is consistent with the industry best practice and contributes to the consistency in service delivery.

	Step 2
	Enlarge Coaching-Based Supervisory Style
	The leadership training that fosters supportive behaviours can be used to standardise the approach among the supervisors. Claudia's style can be exemplified to develop confidence, enhance motivation, and improve performance.

	Step 3
	Take Standardised Checklists and Feedback Tools
	The use of systematic checklists can be used to provide consistency and minimise the number of errors, whereas a straightforward feedback system will enable the staff to express any concerns at the earliest stage. This assists in time management, increases accuracy, and minimises the complaints of the guests.



[bookmark: _Toc215668966]Conclusion
The housekeeping sector of the Village Hotel Bournemouth is critical in shaping the guest experience. Clean and presentable rooms and common areas play a serious role in regard to guest satisfaction, branding and overall hotel performance. The serious challenge that I encountered in the placement was the management style, since I could see how the difference in the leadership styles influenced the morale of the staff members, their performance, and service delivery. Diane was a task-based, authoritative style, which ensured operative organisation but sometimes instilled pressure and reduced confidence in employees, and conversely, Claudia was a supportive, coaching-based style, which encouraged learning, cooperation and precision. This experience helped me understand that being a good leader is not limited to achieving operational objectives but also inspiring and encouraging employees to deliver a consistent quality of service. This is why I suggest implementing my improvement plan that involves daily briefings, encouragement of based-on-coaching supervision, and the use of standardised checklists to communicate better, inspire staff, and achieve operational consistency. 
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