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Reflective Learning Log: Organisational Culture and Teamwork in the Housekeeping Department at Hotel Novotel Birmingham Airport
[bookmark: _Toc213684839]Introduction
In my working period at Hotel Novotel, a subsidiary of Accor Group, the job role assigned to housekeeping supervisor at housekeeping department, an operational division of this hotel company to maintaining guestroom standard and ensure their comforts. During my placement, my job role was to inspect guest rooms standard and report upper-management authority. Housekeeping services in hospitality industry maintain entire guest services along with retain a comfortable ambiance to ensure higher level of guest satisfaction in Novotel hotel (Accor, 2025). The goal of this learning log is to self-reflect on personal experience and understanding of the operational of guest service management at Hotel Novotel.
[bookmark: _Toc213684840]Main Body: Department Reflection 
[bookmark: _Toc213684841]A. Description & Context 
Throughout my placement, I performed as a floor supervisor with maintaining room attendants and their working operations. This housekeeping department was highly linked with guest outcome and experience along with retain brand reputation of Novotel. Hotel Novotel employed high-performing team, to fulfil guest expectation, retain productive hospitality and ensure business goals (Accor, 2025). In my team, I observed that our team was multi-cultural, with Eastern European, South African and UK members that reflects Accor's diverse work culture. 
My primary responsibilities included maintaining guest room standards, reporting maintenance issues and room inspection to ensure comfort for guests. I also observed that the daily morning briefing led my senior supervisor to help me better understand the meeting guest experience and ensure their comfort. In the observation of guest experience and operational management, I understood that teamwork and fluent communication were essential to better understand guests' needs and understanding. However, I was witness to a cross-cultural misunderstanding that creates confusion between hotel guests and room attendants.
[bookmark: _Toc213684842]B. Identify a key issue 
The key issue that I identified during my placement was the communication gap and collaboration issue between diverse team members. This issue has negatively impacted staff coordination, guest service outcome and brand image of Hotel Novotel. However, Hotel Novotel performed two types of employee training, corporate and generic training, for better handling its diverse guests (Polines, 2025). Despite employee training, language barriers, and different accents often led to confusion between room attendants and guests. 
For example, during busy check-out time, a few attendants misunderstood my verbal instructions regarding which room needs to be cleaned first for early check-in guests. For these reasons, early check-in guests were waiting, and the housekeeping executive authority had to apologise to guests by offering free drinks. However, Accor Hotel suffered from error message issues and miscommunication-related complaints from guests that negatively impacted its brand image and reputation in the market (Accor, 2025). This issue was highly significant, while teamwork in housekeeping was directly linked with brand representation and guest experience. Similarly, structured communication practice and cultural values are essential in guest experience as well as ensuring long-term brand valuation of Hotel Novotel in the market.
[bookmark: _Toc213684843]C. Reflective Analysis linked with theoretical concept 
In the evaluation of cultural miscommunication and poor teamwork, I applied Schein's (2010) organisational culture model, Hofstede's cultural dimensions theory and Belbin's (2010) team role theory, using Gibbs' reflective cycle to support my learning on this experience.
At the surface level, known as "artefacts" according to the Schein model, Novotel's hospitality culture reflects a global brand through diverse culture, cross-cultural team-building and professional staff uniform. These hospitality practices indicated Accor's "Heartist" culture that fosters empathy and diversity. However, the "espoused values" under the Schein model in teamwork have not always been met. I observed that supervisors with different cultural backgrounds communicated differently, especially those who preferred direct orders, while encouraging open discussion and different accents. These contrasting leadership characteristics often created major confusion among mostly fresher staff. 
On the other hand, the application of Hofstede’s cultural dimensions theory, explained through differences in power distance and individualism versus collectivism (Jan et al. 2024). Based on the learning from the Personnel Resourcing & Development module, I have noticed that employees from high power-distance cultures tend to avoid questioning supervisors or clarifying instructions, while those from low power-distance backgrounds expect open dialogue. These cultural difference and values in this hotel has created complication in the form of misunderstanding and inconsistent task execution that directly impact on guest experience as well as hotel’s brand reputations.

Based on the view of Rahmani et al. (2022), Belbin's Team Role Theory indicates every team member have different ability, weakness and strength toward contribution. 
In that context, Novotel staffs are implementers as well as coordinators or team workers in the work operations. I noticed that during the supervisor’s rigid instruction, most room attendants felt fear and misunderstood the instruction. It has examined a poor balance team and fear of misunderstood. In the application of Gibbs cycle, I felt that communication is the core foundation of productive and effective teamwork. When I guided two room attendants due to their limited English knowledge through translating supervisor instructions, I observed, this small act of support fostered empathy and team collaboration. It has helped me to learn about the importance of cultural awareness along with effective role of fluent communications for better guest expectation in hospitality management. 
[bookmark: _Toc213684844]D. Implementation Plan
To the mitigation of these communication and teamwork-related challenges within the housekeeping department, I plan to develop a three-step improvement plan to overcome these challenges.
	Step / Action
	Objective
	Key Activities
	Responsible Person(s)
	Timeline
	Expected Outcome

	1. Cultural Awareness & Communication Training
	Improve cross-cultural understanding and reduce language barriers.
	- Conduct short, interactive workshops on cultural diversity and communication styles. - Include English-language role-plays real housekeeping scenarios.- Provide translation cards and visual communication 
	Executive Housekeeper & HR Training Manager
	First 3 months
	Enhanced guest experience and better coordinate with workplace culture

	2. Team Role and Collaboration Workshop
	Strengthen teamwork and align roles according to Belbin’s team role assessment.
	- Conduct Belbin role assessment for all staff.- Assign balanced team roles (coordinator, implementer, teamworker).- Create a “buddy system” pairing new and experienced employees.
	Assistant Housekeeper & HR Development Team
	Months 3–6
	Supportive work culture and enhance teamwork productively

	3. Structured Communication and Feedback System
	Ensure consistent task coordination and continuous improvement.
	- Introduce bilingual communication boards (English + key staff languages).- Use daily briefing checklists and visual room allocation charts.- Hold weekly feedback sessions and quarterly review meetings.
	Floor Supervisors & Department Heads
	Ongoing (after Month 6)
	Clearer communication channels, effective task operation as well as minimise operational errors


Table 1: Improvement Plan
(Source: Self-Developed)
The table shows the entire plan based on monthly review by focusing on guest feedback and workplace audits. Similarly, ongoing learning along with self-assessment can help to better coordinate with hospitality standard and ensure guest satisfaction in hospitality management.
[bookmark: _Toc213684845]Conclusion
This learning log has concluded that cultural awareness and fluent communication are the key driven behind ensuring higher guest satisfaction in hospitably management. In the case of Novotel hotel, fresher staffs are suffered by miscommunication issue due to different accents and short instruction from supervisors. in that context, I have applied several theoretical concepts such as Belbin and Hofstede cultural model to critically examine this core issue. Based on my learning on this issue, I have developed an action plan to overcome this complication. Similarly, my learning in this placement also helped me to better perform as a supervisor in hospitality industry. These strategic learning and theoretical concept will s8uprt my future growth and ensure a better guest experience in hospitality services.
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