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[bookmark: _Toc210303353]Introduction: 
Housekeeping department manages the entire cleanliness, decorative appeal and order within a hospitality sector to maintain the attractive and comfortable environment for guests. Hospitality is a generous and welcoming reception that provides joyful environment for guests either commercially or socially. Professional housekeeping requires a staff with a high level of self-confidence (Jones, 2008). They must show concern for their customers and prioritise their needs, leading to gain the trust of guests. The housekeeping staff handles many tasks such as managing laundry facilities, cleaning public areas and guest rooms, maintaining waste management, decorative appeal and friendly environment for improving guest experience. 
The “The Crown Hotel Bawtry” has been selected as I am working as a housekeeping staff and it is a leading 4-star luxury hotel established in 1642 in Doncaster region, Yorkshire (Crown Hotel-Bawtry, 2025). It provides 77 luxury bedrooms, bar, Robata Grill Restaurant and wedding halls with attractive or welcoming environment and personalised housekeeping services such as linen management, room cleaning and amenity refilling for guests. This report is highly focused on analysing guest experience in housekeeping department and identified potential issue that affected the hotel’s guest service. The report discusses the management styles and organizational behaviour to resolve the identified issue with the help of a realistic three step improvement plans.  
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The Crown is a growing 4-star luxury hotel established in Yorkshire, providing various attractive facilities for their guests such as luxury rooms, Robata Grill Restaurant, Bar and wedding halls with a high sense of housekeeping services such as room cleaning, laundry services, dry cleaning and linen management for their guests to improve their satisfaction. After analysing the hotel reviews, it can be said that guests have mixed experiences like some of them have described that room facilities are really good, rooms were clean and posted positive reviews about their experiences, while some of them have claimed that they suffered cleanliness issues like common areas were not so clean, dirty floors and stains in their rooms. As last week I had induction at hotel and placed as a housekeeper with one of my colleagues to clean 27 rooms. I have witnessed that hotel has inadequate cleanliness services as some of its guests have reported that they faced bad experiences regarding cleaning facilities. This issue is also highlighted by “Tripadvisor” as the site has posted many different reviews of guests that have visited the hotel (Tripadvisor, 2025). The site suggested that many guests have claimed that the hotel has poor standards in room cleaning and inconsistent cleanliness.   
Thus, this key issue is highly affecting the significant experiences of guests regarding housekeeping services of hotel. Therefore, they have to consider this issue as an area of improvement to maintain its reputation, market value and guest’s trust within their services. ‘Management & Organisational Behaviour’ strategy seems helpful for hotel managers to resolve this issue by implementing leadership approaches for improving the staff motivation and their work efficiency. Leadership approach plays an essential role in improving employee motivation and their work efficiency. Through this strategy, leaders can provide effective guidance, skills, attitude and positive behaviour for their staff to encourage them for achieving certain goals (Dewi and Wibowo, 2020). This approach also prioritises the open and supportive work environment for employees, where they can share new ideas, solutions and potential concerns about their work without any fear of judgement. Thus, effective leadership approach is helpful to enhance staff motivation and their operation efficiency.  
The chosen strategy to overcome the identified issue in Crown Hotel focused on Hotel Housekeeping Management that covers operational features of cleanliness services (Jayanti, 2023). I have been working in this department and the department must prioritise management and organisational behaviour practices such as integrating performance monitoring systems, developing standard operating processes, implementing digital technology, assigning clear duties and responsibilities and providing effective or inclusive training and development programs for staff. 
Performance monitoring system: Managers have to implement control measures that focus on addressing area for improvement, examine staff work performance, prioritise guest satisfaction and providing personalised cleaning services for customers. These initiatives enhance the property’s reputation and differentiate it in a competitive market. When strategically combined, digital engagement, health and safety measures, and sustainability efforts create a cohesive value proposition that resonates with modern travelers, fostering a positive image (Singgalen, 2024).
Standard operating processes: Hotel staff also has to integrate step-by-step operations and relevant guidance for helping us to provide consistency cleanliness services for entire hotel. Therefore, as a cleaning staff, the induction which I have been provided with clearly aligns with the fact that appropriate guidance to the staff shall be made by me for effective satisfaction.
Digitalization:  Hotel managers should invest in digital tools and technologies like field service management software, an AI-oriented cloud solution that offers data-driven analytics to track, schedule and dispatch field workers for resolving the guest issues faster (SAP, 2025). 
Assign role and responsibilities: Managers have to define clear roles and responsibilities for their cleaning staff and examine their performance efficiency on regular basis, so that we can give our best and focus on providing more customer-focused services.
Training and development: Moreover, hotel managers also have to provide comprehensive T&D sessions for their cleaning staff so that we can understand the significance of maintaining cleanliness in their hotel to optimise market value, reputation and guest satisfaction. They also enhance our technical skills for effectively using the advanced software in their cleaning processes and clearly understand the responsibilities (Anon, 2010). 
After implementing these new changes in housekeeping department of Crown Hotel, I have noticed that entire housekeeping staff has motivated towards their roles and they have started following these new strategies during their work. Now I have understood the significance of focusing on guest experience at hospitality sector (Wood, 2013). Also, I have learnt that management styles and organizational behaviour provides us essential concepts that help me to effectively behave in workplace and to create strategies for achieving goals. I will implement these approaches in my daily work routine by focusing on self-development, leadership style and team management, leading to obtain future goals. 
The identified issue related to cleanliness of Crown Hotel is essential as Walker, (2021) suggested that for continuous achievement in hospitality sector, hotel managers have to focus on guest experience, prioritise their requirements over profit and understand the role of guest-contact employee and emphasize high tech services for their guests. Therefore, hotel has to focus on improving its cleaning services to enhance all guest experiences. 
[bookmark: _Toc210303355]Three-step improvement plan: 
Step 1: Integrate a digital cleaning system
Property Management System (PMS) for reshaping the daily operations of Crown Hotel and as a cleaning staff, I can smoothly access this system to efficiently complete my cleaning duties and to maintain updated room status record (Ka et al., 2023). Therefore, with the use of the system, it can be said that I will be able to manage the satisfaction of the guest experiences in real-time without any issue.
Step 2: Implement guest feedback into cleaning processes
Collect guest experiences and feedback after their check-out through a feedback loop and ask them to provide effective suggestions or new strategies that hotel should implement in its cleaning processes. Then work on their suggestions and implement new strategies according to their recommendations. By doing so guests feel valued and respected when their feedback is considered as a valuable change and it leads to high guest satisfaction.
Step 3: Incorporate sustainable or eco-friendly cleaning programs
Hotel should implement environment-focused safe cleaning products such as laundry detergent sheets, compostable garbage bags and bamboo towel roll and smart water systems that help me to provide chemical free cleaning services, bacteria & allergens free floors and carpets (Greenfeels, 2022). That’s how; hotel can attract environment-conscious guests and boost their experiences by providing them eco-friendly cleaning services.  




[bookmark: _Toc210303356]Conclusion:
The reflective report has described the as a housekeeper staff in Crown Hotel, I have witnessed that hotel has poor or inadequate cleaning standards that impact its guest experiences. Therefore, management styles and organisational behaviour strategies have been used for overcoming the identified issues. These approaches help us to provide personalised guest services and high-quality cleaning facilities by focusing on digitalisation, performance measures, and standard operating systems and T&D sessions. That’s how; managers motivate their staff to prioritise high standard of cleaning processes as this issue is highly considerable for maintaining continuous growth of hotel in market and gaining high trust or loyalty of guests. Moreover, the report has also recommended three-step improvement plan for Crown Hotel to streamline its cleaning processes, improve customer experience and overall market value. They should prioritise sustainable cleaning services to reduce harmful environment impacts and to gain high reach of nature-focused customers. 
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