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[bookmark: _Toc212927410]Introduction 
I was working in the Housekeeping Department in my placement at Novotel Ipswich. This study plays a critical role in ensuring that the hotel is clean and the guests satisfied. Some of the services provided by this department include the cleaning of rooms daily, replacement of linen, and repair of open spaces. Housekeeping team members make sure that all rooms are taken to the pinnacle of the hotel standards and this plays a key role in the guest experience of the hotel (Felce, 2019). This department is crucial in ensuring that the establishment retains the loyalty of the guests and helps the rest of the functions in the operation, as it is principally-oriented towards the efficiency of its operation and quality service delivery on the part of the establishment. The department integrates environmentally-friendly practices in line with global objectives of sustainability of Novotel. 
[bookmark: _Toc212927411]Department-based Reflection 
[bookmark: _Toc212927412]Management Styles 
During my placement at Novotel Ipswich, management styles had a great influence on staff drive and productivity in the housekeeping department. Different strategies that I could see were a transactional style with the departmental supervisor and a transformational style with the senior housekeeping employees. The task-oriented and rule-oriented style of transaction was centred on getting tasks done and complying with regulations. This style was effective in achieving the daily targets, but it was not effective in creating long-lasting motivation and engagement. Employees tended to be disinterested and they would just follow the orders. However, the transformational leadership of senior employees including Denise entailed the ability to motivate the employees by encouraging them to develop themselves personally, be acknowledged, and supported (Hagg, 2013). This form of style had led to increased staff morale and performance whereby staff felt more invested in their work.
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Figure 1: Transformational vs Transactional Leadership 
(Source: Self-made) 
As stated by Wilson (2025), transformational leadership encourages innovation and engagement as it inspires the employees. As supported by Walker (2021), leadership is a direct influence on employee satisfaction and retention in hospitality. The adoption of transformational leadership at all levels of Housekeeping at Novotel Ipswich may enhance productivity and staff retention that is in line with the best practise within the hospitality industry. Rughubalan (2009) explained the benefits of adaptive leadership in improving hospitality management operational performance.
One of the things I learned includes that leadership must have a balance between task orientation and motivation strategies that help to increase staff satisfaction. The leadership approach that I will embrace further is transformational leadership, in which open communication will be encouraged and support established to ensure that the team will remain motivated (Novotelipswichcentre.uk-hotel.info, 2025).
[bookmark: _Toc212927413]Culture and Teamwork 
Novotel Ipswich is a case where the organisational culture was at the core of influence on the development of employees and clients’ experiences. The Housekeeping department had a well-organised culture that was missing the focus on the collaboration and feedback that were needed. Teamwork was needed when the times were high in service like preparing to do a large event, but there was not much communication involved instead of just giving team members instructions about a task to complete. This caused certain inefficiencies within the problem-solving and delivery of services as they worked individually despite using collective knowledge and support (Novotelipswichcentre.uk-hotel.info, 2025).
As Felce (2019) pointed out, an organisational culture of collaboration creates more employee engagement and guest satisfaction. I noticed at Novotel Ipswich that when the team cooperated, especially in busy lives like breakfast or corporate events, the experience of the guests became better because of the ability to delegate and solve the problems fast. The absence of an official feedback loop between the management undermined the progress of the team to keep on improving performance. The use of a feedback system would do well to provide an environment of improvement and reinforce teamwork (Jayanti, 2023).
Cultivating the team-building activities and entrenching regular feedback in the day-to-day operations are the steps I will recommend to improve the culture. It would assist the staff to exchange experience and perfect service procedures, which would lead to guest satisfaction (Wilson, 2025).
[bookmark: _Toc212927414]Marketing and Guest Experience 
Novotel Ipswich used different marketing and guest experience tools about marketing, including promotion of loyalty programs and corporate packages. The Housekeeping department did not work towards the expectation of the guests in the marketing efforts by the hotel. The key problem that arose was that the service quality was not as good as increased expectations created by marketing of the hotel (Wilson, 2025). For example, the hotel has focused on high levels of cleanliness and luxury, yet customer satisfaction showed that sometimes guests were disappointed by the way rooms were cleaned during high seasons.
Depending on the service delivered by the operational units, Wilson (2025) observed that the consistency between marketing strategies and service delivery is paramount in fulfilling the expectations of the guests. This taught me that it is necessary to have a more direct linkage between marketing promises and operational potential of the housekeeping department. Vallen and Vallen (2014) denoted that an irony in the alignment of marketing and service delivery is a major cause of poor experiences and dissatisfaction among the guests.
To curb such a situation, I suggest a real-time tracking system that would enable the guests to communicate their desire to have their rooms ready and update them in real-time. This would help to streamline operations, with housekeeping to make sure that it meets the expectation of the guests better. Such a strategy would be like the efficiency of SHMIS, a unified platform that makes use of technology to strengthen the guest experience by increasing the efficiency of operations (Hassan and Eassa, 2025).
[bookmark: _Toc212927415]Why the Issue is Significant 
The question of inconsistency in service is critical as its impact on the guest satisfaction is the major contributor to the competitive strength of Novotel Ipswich. Poor service delivery negates the image of the hotel and minimises the chances of acquiring a repeat business, which affects revenue and consumer commitment. Anon (2010) observed that customer satisfaction and stable quality of services are essential in retention, where there is a competitive hospitality market. A missed chance to satisfy the expectations of guests such as the discrepancy between marketing and service delivery is detrimental to the brand image of the hotel.
This is a matter of importance operationally. Failure to communicate effectively and inefficiency of the housekeeping department is a waste of time and resources. Better communication, consistency of the service, and fit of the operations will not only boost the experience earned by the guests, but also the bottom line of the hotel (Hassan and Eassa, 2025). 
[bookmark: _Toc212927416]Improvement Plan 
	Steps
	Operational Changes
	Alignment with Industry Best Practices
	Expected Impact on Guest Satisfaction and Business Performance

	Implement Real-Time Communication Tools
	Introduce a digital platform (e.g., hotel app) for guests to request room cleaning or report issues.
	Real-time communication in the service industry leads to faster response times and higher guest satisfaction. It supports that immediate feedback enhances operational efficiency.
	This will increase guest satisfaction by meeting their specific needs in real-time, reducing dissatisfaction from delays in service.

	Integrate a Comprehensive Feedback System
	Establish a formal system where housekeeping staff receive feedback from guests and management regularly.
	A feedback loop is crucial for continuous improvement and team engagement. It notes that feedback drives operational refinement.
	This system will empower staff to improve service quality, leading to higher employee morale and consistent guest experiences.

	Align Marketing and Service Delivery
	Ensure that marketing materials reflect realistic housekeeping standards and practices.
	Transparency between marketing and service delivery fosters trust. It emphasises the importance of aligning brand promises with service.
	This will enhance guest loyalty and trust, as guests will experience what was promised, leading to improved retention rates.


Table 1: Improvement Plan 
(Source: Self-made) 
[bookmark: _Toc212927417]Conclusion 
Working at Novotel Ipswich gave me a chance to critically examine how leadership, organisational culture, and marketing alignment are related to the guest experience. I realised there were huge gaps in service delivery extremely regarding the expectations of the guests and effectiveness of housekeeping. With the introduction of real-time communication tools, combination of a feedback system, and matching marketing with the real level of services, Novotel Ipswich can become more efficient in operations and more satisfied with the guests. Such enhancements are in line with best practices and are likely to enhance guest loyalty, satisfaction, and business performance, which creates a competitive edge in the hotel industry and market. 
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