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[bookmark: _heading=h.54yomviyqtfk]Introduction 
I completed a hotel placement programme as part of the 10-week hotel placement schedule to gather hands-on experience. The hotel placement programmes provide practical experience to the students of hotel management course to serve the customers better (Giousmpasoglou and Marinakou,2021). This experience has developed my skills and knowledge to create proper guest service experience that I can use in the future while working in a hotel. 
In the 10-week placement programme, I was placed at Hotel Novotel York Centre. This hotel is one of the hotels in the UK offering modern facilities with spacious rooms. It is a demanded hotel for accommodation by the guests due to its location near the attractions of York (Novotel-york-centre, 2025). In this hotel, I was placed primarily in the Housekeeping department. This department plays major role in creating good guest experience by serving the guests right (Rahbar and Ebrahimian,2024). The housekeeping team including me had the responsibility of keeping the public areas and guest rooms clean. We needed to ensure that the presentation standards meet the Accor Group expectations. Laundry and linen management, deep cleaning, room cleaning, maintenance reporting, and turndown services were the responsibilities of this department. Moreover, as part of the hotel’s sustainability concerns, the housekeeping department also practices it by implementing energy-saving processes. 
In this report, the hands-on experience that I have gathered during my placement in Novotel within the housekeeping department, will be highlighted. I will reflect on my experience of handling the operational tasks, performing under strong management structure, and maintaining thorough guest interactions. 
[bookmark: _heading=h.m1s25y7of3x6]Main body: Department Reflection 
[bookmark: _heading=h.cprevaqbygbr]While working in the housekeeping department of Hotel Novotel, I ensured of providing a great guest service experience to the guests. This hotel prioritises cleanliness, efficient service delivery, and attention to details (Novotel-york-centre, 2025). Thereby, the guests expect the same service delivery from the staff and management of the hotel. In this case, the management and leadership approaches hold a great importance in influencing and leading the staff to deliver such performance that can satisfy the customers. The managerial approaches in the housekeeping department impacted the level of efficiency, motivation, and guest satisfaction of the hotel. However, during my placement in this department, I found issue in the authoritarian management style of the manager. In this management style, the leader or manager provides clear direction to the team along with making the final decisions and taking control over the team members (Pizzolitto, Verna, and Venditti,2023). 
This style is strictly a top-down approach in which the team members must follow the instructions of the manager without putting own views. While working in this department, I found this management style as an issue as we, the departmental members could not provide any feedback to the manager. On the positive note, we completed our tasks on time and with efficiency ensuring no error at work. However, this management style was only task-focused and not concerned about people and their views at all. It led to a tense workplace environment, and the staff felt pressure while working in this department. The staff did not receive any value or appreciation from the manager which demotivated them. On the other hand, I observed that this management style helped in performing the room service activities quickly resulting in little to no complaints from the guests. 
From my personal experience, under this management style, I hesitated to ask questions to the manager and provide any suggestion to him. I was afraid of speaking up about any issue that I felt during my work process. The fear of reprimand restricted me from providing any feedback to the manager or asking for guidance. However, I used to ask for guidance from other senior staff in the housekeeping department to conduct the work well. I identified that it was making negative impact on staff morale and their learning process. We could learn only by practical experience where there was no chance of mistake. 
As per Kusdiana (2024), authoritative management style leads to lower motivation among the employees and hampers innovation in the organisation. It is analysed that due to no scope of providing suggestions by the employees, the creativity, innovation, and productivity levels are reduced under this management style. On the other hand, I identified that the decision-making process was fast due to not including the opinions of others. According to Chen etal. (2024), faster decision-making process can be conducted under the authoritative management style as the managers make decisions by themselves having clear direction. It is evaluated that the productivity rate was high in this department as we only followed the instructions given to us that allowed us no self-suggestions. 
As per McGregor’s Theory X and Y, the motivation provided by the managers to their employees can be understood. As per Theory X, the managers consider the employees lazy who must be supervised strictly. On the other hand, Theory Y, explains that managers consider the employees to be self-motivated and work efficiently on their own (Wangdi and Tobgay,2022). Analysing the management style of the manager of the housekeeping department of Novotel hotel, it is understood that Theory X was followed by him. The manager used to provide instructions strictly to the staff to complete all the work. Though this style helped in completing all the duties on time; it restricted innovation and suggestion for improvement from the staff. Lack of feedback from the staff led them to feel demotivated and frustrated. Following Patricia and Asoba (2021), management styles are crucial in motivating and influencing the employees at work. This helps in fostering staff engagement and achieving high guest satisfaction. 
It is important to resolve this issue as housekeeping department is important in generating guest satisfaction (Putri etal. 2025). The guests expect cleanliness, safety, and comfort which the housekeeping department can ensure of providing them. Therefore, it is important to keep satisfied employee base who can serve the guests properly. In this case, a poor management style can lead the staff to feel demotivated and unsupportive by the manager resulting in poor housekeeping performance. It requires to make improvement in the management style to achieve satisfied employee and customer base. 
Improvement plan
	Strategies 
	Operational change
	Industry best practice
	Impact 

	Leadership training for managers and supervisors
	Implementing short-term training programme for the managers and supervisors on situational leadership style. Moreover, emotional intelligence should be improved among them to achieve better response at work. 
	It can align with the service leadership structure according to the best practice of the industry. It can help in developing employee-oriented culture where the employees’ feedback and issues will be considered for improvement.
	It will help in promoting better communication between manager and employees fostering team morale and reduced errors. 

	Implementing anonymous feedback channel for the staff
	Installing a feedback-providing system for the staff can help in understanding their issues and taking actions to make improvements. 
	It can be aligned with the Total Quality Management principles in which continuous improvement can be done by getting feedback from the staff. 
	It will help in identifying the issues faced by the employees and taking early actions to resolve the issue and motivate the staff which would improve staff and guest experience. 



[bookmark: _heading=h.in8lces8ya27]Conclusion 
I worked at Novotel Hotel in the housekeeping department where I found authoritative management style as an issue. Though we could work timely with minimal complaints from the guests; staff motivation level was low due to poorer communication and strict management of the manager. It is recommended that situational leadership style training should be provided to the managers and supervisors of this department. Moreover, a feedback-providing system for the staff should be implemented to identify their issues, get their suggestions, and take actions for betterment. 
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