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My task was to be a housekeeping staff member in the housekeeping department at Village Hotel Swindon. Maintaining the hotel’s overall guest satisfaction and operational efficiency are primary responsibilities of housekeeping staff in a hotel. It has been observed that 78% of guests support hotels with strong cleanliness while selecting any hotel (Vinta.tech, 2023). Additionally, 55% of customers will provide more payment if hotels are using genuine cleanliness products and maintaining hygiene (Vinta.tech, 2023). The contribution of this department is directly connected to the hotel’s reputation as it provides a comfortable and welcoming environment. I have worked closely with the Executive Housekeeper and the Housekeeping Supervisors while I was working in this hotel. I have assisted them in multiple activities such as completing daily room allocations, inspecting guest rooms, and supporting communication. These activities were crucial for me to developed a deeper understanding of operational coordination, quality control, and staff supervision. 
[bookmark: _Toc213922412]Department Reflection
[bookmark: _Toc213922413]Overview of Guest Experience in the Housekeeping Department
The operations and performances of the housekeeping department at Village Hotel Swindon is crucial to maintain its reputation. Cleanliness, comfort, and hygiene are the most influential factors for guests to select hotel and revisit those hotels. The sudden outbreak of the pandemic has accelerated the demand for hygiene and cleanliness in hotels. Cleanliness and hygiene factors also impact on gain competitive advantages. Hotels can gain occupancy rates 15-20% higher than their competitors when they consistently remain top in cleanliness and hygiene factors (Hospitality Institute, 2024). Housekeeping staff have responsibilities like cleaning, disinfecting high-touch areas, sanitising public spaces regularly, and consistently replacing amenities. The housekeeping staff of the hotel ensure that guest rooms, public areas, and leisure facilities maintain consistent cleanliness and hygiene standards. 
[bookmark: _Toc213922414]Identified Key Issue: Leadership and Staff Motivation
I identified that variations in management styles among supervisory staff are the primary issue. This issue can directly affect team motivation and operational efficiency. The authoritarian approach of some supervisors creates a strict time control and a dominating culture. On the contradictory of, the integration of a democratic leadership style of some supervisor has helped engage staff in daily operations. For example, other supervisors engage staff in daily briefings, encourage feedback, and recognise effort. As per the suggestion of Aytekin and Temizkan (2022), it can be explained that a democratic leadership style is truthful for customers to involve them in daily operations and increase engagement. Service Delivery and guest perception. Following the concept of Herzberg’s Two-Factor Theory will be helpful in understanding motivating factors among employees. According to Herzberg’s Two-Factor Theory, the motivating factors among employees are working conditions, supervision, recognition, and responsibilities (Alrawahi et al. 2020).
[bookmark: _Toc213922415]Self-Reflection and My Role in Addressing the Issue
I was assigned to support supervisors in daily tasks such as:
· Updating room status reports related to the cleanliness and hygiene factors
· Assisting with daily team briefings and communication between the front office and housekeeping
· Monitoring room inspection checklists so that I can understand whether the cleanliness standard has been met or not
I find difficulties in adapting to different management approaches at the initial level. I found that working under an autocratic supervisor led to less communication, a lack of freedom in sharing ideas, and reduced productivity. On the contradictory of, the team demonstrated greater enthusiasm and teamwork under a transformational leader. Transformational leadership application can result in supervisor trust of 42% and leader-member exchange by 50% (Deng et al. 2022). I took the responsibility to communicate with staff so that I could understand pain points and address their concerns. I understood that leadership style significantly impacts employee engagement and productivity, which will be helpful for me in my Level 5 module. I have understood the recognition and reward system for motivating employees. 83.6% of employees are highly motivated because of the rewards giving process based on their efforts (Cross, 2023). 
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A positive work culture is crucial for leaders in hotels to increase employee engagement. The hospitality industry is identified because of its substandard working conditions (Giousmpasoglou, 2024). Employees of this industry are consistently suffering from low pay, long hours, and little job security (Giousmpasoglou, 2024). However, leaders of the hotel have implemented a democratic and transformational leadership style, which was crucial for me to equip myself with effective leadership skills. I recognised my growing confidence in communication and initiative-taking while reflecting on my placement journey. 
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The module has helped me learning the significance of organisational behaviour and management approach to complete any project successfully. Leaders should apply the concept of both Maslow’s Hierarchy of Needs and Herzberg's hygiene factors. Maslow’s Hierarchy of Needs stated that fair workload, recognition, and a supportive environment are mandatory for leaders to motivate employees. The key challenges to working in a hotel are rising operational costs, staff shortages, changing guest expectations, and the need for technology upgrades (Luther, 2024). Therefore, the application of these models will assist leaders in addressing these concerns. Herzberg's hygiene factors have developed a strong relationship between hygiene factors and motivation factors. Proper working conditions are one of the keys demands of current employees. Developing a positive working culture is also fruitful for organisations to attract employees, as 8 out of 10 employees will recommend an Organisation with a positive work culture (Xiang, 2025). Supervisors of these hotels can offer flexible scheduling, foster stronger loyalty and productivity recognition. The practical example of the application of this theory is that it will help in improving staff morale, higher task completion efficiency, and enhancing guest satisfaction levels among staff of housekeeping department.
Integrating Theory with Practice
This study has utilised Herzberg’s Two-Factor Theory and Maslow’s Hierarchy of Needs to provide understanding regarding the motivating factors in organizations. I have observed that supervisors applied strategies like recognition and responsibility, which has helped them to higher engagement and task completion rates. This strategy is directly connected to the concept of Herzberg’s motivators. On the other hand, the integration of Maslow’s Social Needs in team briefing has helped supervisors to foster belongingness and reduced absenteeism. These examples are fruitful for me so that I can understand the significance of motivational theories, which is connected to enhancing operational efficiency and guest satisfaction.
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	Step
	Timeline
	Operational change
	Expected impact
	Monitoring Approach

	1. Leadership Development Training
	3 months 
	Implement monthly leadership workshops for supervisors so that they can learn motivational techniques, conflict resolution, and emotional intelligence
	This step will enhance staff engagement, consistent supervision, and reduce guest complaints
	Monthly feedback surveys and leadership performance appraisals

	2. Staff feedback mechanism
	2 months
	Introduce a digital feedback system to gather staff opinions on management effectiveness
	Effective in building trust, identifying managerial gaps, and strengthening employee morale
	Track digital feedback submissions

	3. Recognition and Reward Scheme
	4 months
	Create a recognition programme based on guest satisfaction scores and supervisor nominations so that leaders can recognise efforts and provide rewards
	Leaders can boost motivation, promote healthy competition, and enhance guest service quality.
	Measure improvement through guest satisfaction scores 


Table 1: Three-Step Improvement Plan
(Source: Self-developed)
[bookmark: _Toc213922419]Conclusion 
This task has helped me in in gaining valuable insights associated with the influence of leadership style. The focus on this study was to understand the process of motivating employees and providing overall guest satisfaction. Hotel is inconsistency in management approaches, reduced communication, and a lack of morale, which have been identified as significant issues of this hotel. This hotel can implement a democratic and transformational leadership style so that it can enhance teamwork. The application of theories such as Herzberg’s Two-Factor Theory and Maslow’s Hierarchy of Needs has helped me understanding the importance of recognition, supportive supervision, and fair working conditions. 83.6% of employee’s opinion is that they feel motivated when they get rewards for their efforts. 78% of guests value cleanliness while selecting a hotel, and 55% will pay more money for a hotel that maintains proper hygiene.
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