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Introduction

     The Ibis Nottingham Centre hotel provides a comprehensive set of services regarding room cleaning and preparation through its housekeeping department. The housekeeping department is comprised of a set group of individuals, usually outsourced, providing cleaning services on a daily basis for each room, amongst other services like restocking rooms with coffee and tea, soap for bathrooms, and changing out towels. As a precaution, housekeeping staff are also trained to check all electronics in each room of the hotel, ensuring they are working as they should be and are not in any way defective as to have the guests dissatisfied with their stay. Overall, the housekeeping department is the lead contributing factor towards customer satisfaction by providing the first impressions for guests as they begin their stay at the hotel, as it is a priority to ensure a guest will have a clean and organised room, with all amenities available to them upon request.

Main Body

         The guest experience with the housekeeping department at Ibis hotel is almost like a double-edged sword. The housekeeping department in Ibis hotel is able to meet the necessary standards when it comes to the obvious bedding, restocking soaps, towels, and checking electronics. However, there is a key issue which I personally witnessed, being the state of the bathrooms in each room and the general view on cleanliness in the hotel. 
       When I performed my own tasks such as cleaning the rooms and reviewing the housekeeping department’s performance, I noticed significant problems with the state of the bathrooms such as rusted metal fixtures or other shower components, including hair and dirt left in the shower tray. This issue is especially significant as it directly impacts guests’ health and comfort (Bhatnagar, 2019). Being forced to accommodate to a room that is rusted and not properly cleaned is a health concern due to possible bacteria or diseases, amongst other things. In addition to this, the state of the bathrooms and other areas of guests’ rooms led to a wide range of negative feedback, either online or directly from guests, mentioning they were not satisfied with their stay, especially after what they found in their rooms.
       At Ibis hotel, communication between the general staff and management was easy and common, but management was still ineffective. Even though there was consistent communication regarding issues brought forward by guests and constructive feedback, there were never any actual actions taking place (Morris, 2021). Additionally, with information from classroom studies within the management and organisational behaviour module, it is clear that Ibis hotel employs an authoritative leadership style, with the individual in the leadership position making the major decisions (Giltinane, 2013; Michel, et al., 2020). 
       Therefore, this has had a negative impact on staff performance as guests eventually take complaints directly to general staff, obstructing them from their duties and delaying important time (Morris, 2021). As an example, in my experience at ibis hotel, due to management not taking swift action to proceed with repairs and stricter cleaning for the rooms, guests would slow down staff from the housekeeping department by bringing up issues with them directly. This would then result in the housekeeping staff being late to clean all the rooms required in their section and delay other housekeeping tasks. In the future, I will adapt my decision-making process to ensure that any task that needs to be acted upon is completed as soon as possible, allowing me to prioritise tasks effectively and make sure that any issues that will affect me in the long term are resolved.
        However, in certain circumstances the management at ibis hotel were effective. For example, when I was tasked with helping the housekeeping department with their duties, I was given proper training and guidance towards how to complete my tasks properly and up to the hotel’s standards (Michel, et al., 2020; Morris, 2021; Gui, 2020). This was effective as it makes a positive impact on staff performance by developing individual skills and offering necessary knowledge to adapt to new environments for some staff members. 
        This method of management actually links to the leadership styles theory, specifically the “transformational leadership” concept which states that employees improve themselves by following in their leader’s steps and maintain a relationship of communication to exchange information and ideas (Giltinane, 2013; Alzoubi, 2020; Akinpelu, 2024). In this manner, managers can help elevate each employee to their level of knowledge and expertise  in the field, helping to avoid any minor mistakes or even major ones that the managers already know how to deal with. In the future, I will adapt my decision-making processes to focus heavily on self-improvement and how my actions can be an example towards my peers (Gui, 2020). By making planned decisions that focus on self-improvement I can contribute significantly to my team, to create a “transformation” as mentioned in the leadership styles theory (Alzoubi, 2020; Akinpelu, 2024).
         In order for Ibis hotel to see improvements, a mandatory quality control checklist could be implemented by the housekeeping staff themselves after each clean. This checklist would make sure a proper inspection of the room is completed and documented, alongside detail-focused cleaning to remove any residue from shower trays and drains, alongside disinfecting any high-touch surfaces. This change aligns with global hotel hygiene guidelines followed by all large hospitality companies, including Accor, Ibis Hotel’s parent company. 
        These checklists would adapt to useful trends followed by major hotels to ensure consistency, reduce errors, and maintain a strong public image. This operational change is expected to boost guest satisfaction significantly through improved perceptions of the hotel’s hygiene amongst stronger online reviews which is crucial for the hotel’s reputation (Bhatnagar, 2019). Also, business performance is likely to increase due to reduced negative online reviews and a likely increase in repeat booking rates as result of guest satisfaction. 

Conclusion

To summarise, resulting from the placement at ibis hotel, I came across a lot of scenarios which proved to be useful towards my self-development and my knowledge on how theoretical frameworks and theories can help an employee in the hospitality industry to perform better and help management to be more effective. At ibis hotel, I experienced a lot of bad situations with guests being disappointed in their stay, as a result of management failing to take action to improve the hotel. 
However, there were times when management was effective such as handing out proper training to its newer employees. In my own experience, this boosted my impression of the hotel’s management, which was able to move from an authoritative leadership style to more of a transformational style. By adapting to more of a transformational style in the future, I am able to not only develop myself individually as an employee but also help those around me to improve themselves by learning from my actions and prior knowledge.
However, due to drawbacks in relation to the operations of the hotel, it would be recommended to introduce mandatory checklists for the housekeeping staff. This would help keep staff on top of any problematic rooms or issues they come across along their duties, and therefore keep tracked logs to communicate to managers in order for action to be taken as quickly as possible.
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