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During my 10-week period at Ibis Styles Crewe, located at Emperor Way, Crewe Business Park, Crewe CW1 6BD, I worked in the Housekeeping Department. An external cleaning company contracted by the hotel supervises this department. This department remains a crucial area responsible for the cleanliness, presentation, and upkeep of guest rooms and public areas. Ibis Styles, a brand of Accor, is an economy hotel, pet friendly known for its design and consistency. Housekeeping is crucial to delivering a clean, comfortable, and welcoming stay, which directly impacts guest reviews and brand reputation (Min et al., 2021).
 

The hotel, which housed immigrants, reopened to the public in early 2025.This unique context presented operational challenges for the housekeeping team, who had to restore brand standards, address residual cleanliness concerns, and consistently deliver high-quality service to commercial guests (Gursoy & Chi, 2021).
 

I chose the Housekeeping Department because of its immediate impact on guest satisfaction and the unique opportunity it provides for understanding behind-the-scenes operations.

 

My learning objectives for this placement were:

 

To gain direct experience in hotel housekeeping operations.

 

To develop key supervisory and leadership competencies.

 

To apply academic theories to analyse operational and management performance.

 

 

Using Gibbs' Reflective Cycle (1988)

 


 

During my placement, I held the role of Housekeeping Assistant Supervisor, coordinating between hotel management and the outsourced cleaning team. Responsibilities encompassed coordinating with team leaders, supervising room attendants, conducting quality inspections, managing linen inventory, and addressing housekeeping guest requests.
 

Feelings

 

Initially, I felt overwhelmed by the fast pace, particularly during high-occupancy weekends. However, support from the team helped me gain confidence over time.

 

Evaluation

 

Supervisory roles in housekeeping require a blend of leadership, communication, teamwork, and problem-solving (Kay & Moncarz, 2021). I quickly learned that effective delegation and real-time decision-making were essential to meet room readiness targets.

 

Analysis

 

A notable example of effective leadership occurred when the Head Housekeeper implemented a buddy system for inexperienced staff members. This encouraged peer support and accelerated training. The initiative demonstrated transformational leadership, aligning with Bass's (1999) theory that leaders who inspire, and support employees experience better engagement and productivity.
 

Conversely, I observed a situation where poor delegation led to two attendants cleaning the same room while another room remained unassigned. This inefficiency delayed guest check-ins, showing the negative impact of unclear communication. Reflecting on this, I realised my strength in supporting team morale, but I need to improve in assertive communication and prioritisation under pressure.

 

Conclusion

 

Overall, this role helped me recognise the importance of clarity and confidence in team leadership. I witnessed firsthand how minor miscommunications can impact overall service delivery.
 

Action Plan

 

To address my developmental areas, I plan to:

 

Enrol in university-led workshops on time management and assertive leadership.

 

Set personal performance goals using SMART criteria.

 

Request feedback from mentors to track improvement in supervisory effectiveness.

 

Section 2: Management Performance & Guest Service Analysis

 

 

Despite outsourcing housekeeping, the hotel’s leadership-maintained standards through regular communication with the cleaning company. The department adopted a mix of transformational and transactional leadership. Transformational leadership guided daily briefings and motivation, while task delegation and performance monitoring showed transactional elements. This dual approach improved staff morale and task completion, supporting concepts from the Management & Organisational Behaviour module (Robbins et al., 2021). According to Yukl (2021), blending leadership styles fosters adaptability in dynamic operational settings.

 
Another critical observation was that the presence of the lead housekeeping manager had a considerable influence on staff performance. When the manager was on the floor, staff worked more efficiently and adhered to the expected 18-minute-per-room target. In their absence, attendants often chatted, neglected bed-making and dust, and performed tasks carelessly. This revealed an overreliance on direct supervision and a lack of intrinsic motivation or internal accountability. Addressing this issue requires a stronger autonomous work culture, clear performance expectations, and the development of internal quality control mechanisms (Bass, 1999; Deci & Ryan, 2021).


 

Ibis Styles Crewe rigorously complied with health and safety legislation, especially concerning COSHH regulations, proper PPE use, and manual handling procedures. 
WGC’s staff received weekly refresher training and followed comprehensive room checklists to ensure exacting standards of hygiene and safety.
The housekeeping team participated in weekly refresher trainings and followed comprehensive room checklists to maintain high hygiene standards. These practices fully align with the guidelines set by the UK Health and Safety Executive (HSE, 2017), ensuring a safe and sanitary environment for both staff and guests.

 

The organisational culture at Ibis Styles Crewe was collaborative and inclusive. Staff from diverse backgrounds worked cohesively, supported by open communication and clear values. This reflects theories from the Personnel Resourcing & Development module, which emphasise the impact of a positive work culture on employee engagement and service quality (Jiang et al., 2021).

 

Given that the hotel previously served as temporary accommodation for immigrants, the transition to commercial hospitality presented unique challenges. A substantial number of employees were either new or had recently undergone re-induction. The team's diversity highlighted the critical importance of cultural awareness and mutual respect. An inclusive, supportive work environment helped ease this transition.
 

For example, a non-native English speaker had difficulty understanding specific task instructions. A colleague fluent in their language stepped in, preventing miscommunication and fostering a sense of community. This interaction reflects the Foreign Languages & Cultural Awareness module, where inclusive communication enhances team performance (Hofstede, 2011).

 

 

Although I was not directly involved in marketing, guest expectations were consistently met through uniform room presentation. Ibis Styles promotes itself as a clean, dependable, design-focused brand, with housekeeping playing a crucial role in fulfilling this promise (Kotler et all. In 2021, group bookings included brand-themed toiletries and extra amenities. This practice aligns with the Hospitality & Guest Services module's emphasis on consistency and service recovery to exceed guest expectations (Berezina et al., 2021).

 

Guest Service Improvement Plan

 


 

A frequent issue I observed was delayed room readiness during peak check-in times, often caused by slow communication between housekeeping and the front desk, as well as maintenance delays. A contributing factor was the accumulation of residual dust, particularly in areas that had not been consistently used before reopening. This sometimes causes complaints about room cleanliness. This issue was compounded by the outsourced nature of cleaning operations, where discrepancies in standards occasionally emerged due to a lack of immediate, on-site supervision.

 


 

Guest satisfaction depends on quick check-in and available rooms. Studies have shown that delays in room readiness contribute to negative reviews and lost revenue (Pizam et al., 2021). At Ibis Styles Crewe, late check-ins sometimes led to guest complaints or requests for discounts.
 

Three-Step Improvement Plan

 

Implement Real-Time Housekeeping Management Software: Introduce an app like Opti or Know Cross to allow instant status updates from attendants to reception. This aligns with best practices in digital service management and is cost-effective for mid-sized properties (Lu et al., 2021).

 

Cross-Train Housekeeping and Maintenance Staff: Equip housekeeping staff with basic maintenance skills (e.g., fixing minor issues like loose fixtures). This approach supports flexible resourcing and rapid service recovery (Boella & Goss-Turner, 2021).

 

Introduce Performance-Based Incentives: Recognise teams that meet room turnaround targets with small bonuses or shift preferences. Rewarding performance boosts morale and efficiency (Deci & Ryan, 2021).

 

Expected Outcomes:

 

Twenty percent reduction in average room turnaround time

 

Improved guest satisfaction metrics (as measured by online reviews)

 

Enhanced team accountability and inter-departmental coordination

 

Conclusion

My placement at Ibis Styles Crewe offered practical insight into hotel housekeeping and supervisory roles. I achieved my learning goals by applying management theory and reflecting on my strengths and areas to improve. Collaborating with a third-party cleaning company highlighted the importance of contract management, service level agreements, and maintaining service quality in outsourced operations. This experience has solidified my ambition to pursue a career in hotel operations management, and I plan to continue developing these skills through future placements and academic growth.
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