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[bookmark: _Toc213251047]Introduction 
During my placement in the Housekeeping Department at Novotel Cardiff City Centre, which is a property of Accor Group, and is characterised by its stable service and high guest satisfaction rates, I have worked on this project as part of the Managing Guest Service Operations module. The department also ensures that the guest rooms and public areas are to the expected levels of cleanliness, comfort, and hygiene as per the brand. It is a crucial factor in the first impression and experience of guests (Jones, 2008). Manager Goasha heads the department, and he is assisted by Supervisors Barbara and Marta, who organise the efforts of the room attendants and communicate with the Front Office to ensure a smooth flow of events. My primary responsibilities were to help assistants, inspect clean rooms, report on maintenance, and handle guest requests. 
[bookmark: _Toc213251048]Main Body 
During my placement, which is part of the Managing Guest Service Operations module, I have been stationed in the Housekeeping Department of the property of the Accor Group in Cardiff City Centre, which is called Novotel, and which is characterised by high standards of service and guest satisfaction. It is essential in influencing the initial perceptions and the experience of the guests (Jones, 2008). Manager Goasha heads the department and is assisted by Supervisors Barbara and Marta, who organise the work of room attendants and communicate with the Front Office to ensure a favourable operation. 
My primary responsibilities were serving attendants, checking the rooms after cleaning, reporting the rooms to maintenance, and accommodating the requests of the guests. Housekeeping is the department I was placed with, and communication barriers between this department and the Front Office caused delays in room preparation and guest satisfaction in some cases.
[bookmark: _Toc213251049]Description and Context 
The primary operational issue that I noticed in the Housekeeping Department was the absence of time-sensitive dialogue with the Front Office team. This problem was observed on the weekends and high season periods. In many incidences, the Front Office would sell rooms to new arriving guests without the housekeeping staff clearing their cleaning record (Anon, 2010). Similarly, the attendants were not aware of guests leaving the facility and wasted time unnecessarily as well as cleaning the rooms. 
Such a coordination issue caused delays in the check-in of guests and regular check-in complaints. It also made the housekeeping personnel experience stress as they were assigned blame for slow service, but they were not informed before (Felce, 2019). Barbara and the supervisor, Marta, had regular radio contacts with the Front Office to ensure that there were rooms, yet the workload sometimes made them miss the message. 
[bookmark: _Toc213251050]Analysis and Theoretical Link 
[bookmark: _Toc213251051]Herzberg’s Two-Factor Theory
The Two-Factor Theory is a concept by Herzberg (1959) that identifies between hygienic factors that alleviate dissatisfaction and motivators that positively influence job satisfaction (Lee et al., 2022). Hygienic factors like communication, supervision and working conditions were poorly managed in the Housekeeping Department. The incomplete information was provided to the staff, and the unnecessary pressure was created as a result of the delays. It caused frustration and decreased morale, which was apparent in moldy hygiene management (Johnston et al., 2012). 
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Figure 1 Herzberg's Two Factor theory 
Source: (Koncar et al., 2021)
As an illustration, attendants who finished higher rooms or helped others when there was a rush in the hall hardly ever got noticed. According to Herzberg, job satisfaction may be constrained by the lack of motivators like achievement and recognition even in the presence of the basic conditions (Wood, 2013). Thus, although appropriate communication systems fix hygiene needs, managers need to implement motivators, including frequent recognition, growth, and feedback of employees (Hagg, 2013). The application of the Herzberg model made me realise that motivation is not only about preventing complaints, but it is also about providing an environment where staff members feel respected, supported, and appreciated for their contributions.
[bookmark: _Toc213251052]Tuckman’s Team Development Model
According to the Model of Team Development developed by Tuckman (1965), there are four phases that include forming, storming, norming and performing. The domestic department had already achieved the performing phase, demonstrated effectiveness and understanding of tasks within the Housekeeping Department (Widiastini, Santiara and Rahmawati, 2024). Nevertheless, the level of coordination between Housekeeping and Front Office was still at the storming level where disagreements and confusion arise through lack of clarity in communication channels.
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Figure 2 Tuckman's Team Development Model 
Source: Zirar et al. (2023)

[bookmark: _Toc213251053]The purpose of the two departments did not align, as Front Office was focused on the speed of checking in the guest, and housekeeping focused on quality and detail (Sari et al., 2020). The cooperation was not stable without the joint meetings or common goals. The model by Tuckman focuses on the idea that teams can reach the norming phase only in the case of the improvement of trust and communication (Walker, 2021). This model helped me to realise that the two departments had to interact systematically, including conducting joint briefings, to develop a sense of understanding and a sense of collective responsibility. 
Self-Reflection 
The experience has taught me that active communication and leadership awareness are vital in the running of the hotel. First, I waited until supervisors put me on updates or clarification assignments. Gradually, I was able to communicate directly with the Front Office to confirm the status of rooms, and this minimised the misunderstandings in my section. This small project helped me understand that junior staff can also help to coordinate everything smoothly by taking responsibility and demonstrating initiative.
I also realised the effect of leadership style and motivation on morale. My confidence levels and interest increased when supervisors recognised my attempt to help with communication. This is in line with the perspective of Herzberg that recognition is a motivator. The teamwork issues that we observed also helped me further understand the stages of Tuckman, as it requires time and structured communication to work effectively. Looking back at these lessons, I am now able to be a better interpersonal and problem-solver. 
[bookmark: _Toc213251054]Improvement Plan 
Table 2 Three-Step Improvement Plan for the Housekeeping Department
	Step
	Operational Change
	Alignment with Industry Best Practice
	Expected Impact on Guest Satisfaction and Staff Performance

	1. [bookmark: _Toc213251055]Implement digital room-status software
	Introduce the Accor Opera PMS Housekeeping module or mobile tablets so attendants can update room status in real time.
	Technology-driven housekeeping management is standard across international hotel brands to reduce communication delays.
	Faster room turnaround, accurate status reporting, and fewer guest check-in delays.

	2. Schedule joint daily briefings
	Hold five-minute morning meetings between housekeeping supervisors and front-office staff to discuss priorities and special requests.
	Briefings create shared understanding and are recognised in service-quality frameworks such as ISO 9001 for hotels.
	Improved coordination, fewer misunderstandings, and stronger inter-departmental teamwork.

	3. Establish a recognition and feedback system
	Introduce a monthly “Service Excellence” award or thank-you board for attendants achieving high productivity or guest praise.
	Leading hospitality companies use employee-recognition programmes to reinforce motivation and engagement.
	Higher morale, more substantial commitment, and more consistent service quality.


[bookmark: _Toc213251056]Conclusion 
[bookmark: _Toc213251057]The placement experience at the Novotel Cardiff City centre has given me a first-hand idea of how leadership, motivation, and teamwork contribute to the guest service processes. The miscommunication that had arisen between Housekeeping and Front Office demonstrated that even minor modifications of the operations could cause dissatisfaction of the guests, unless dealt with. After applying the Two-Factor Theory of Herzberg, I realized that motivation is not only about effective communication systems, rewarding work. The Model of Tuckman demonstrated that interdepartmental cooperation is also stage-driven and can only be possible through a proactive communication process and shared goals. This has made me be more skilled in terms of creating a gap between theory and practice in hospitality. 
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