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Introduction
My 10-week placement experience with Holiday Inn Express Wigan was divided into a housekeeping department under James Foxall, who is the General Manager of the organisation. Housekeeping department provides a full range of room preparation services including preparation of rooms with cleaning of 85 guest rooms daily, linen service, replenishing minibar and servicing of the public areas. The housekeeping department has a workforce of 12 people in both morning and afternoon shifts offering turndown services to the high-end guests and answering urgent cleaning calls throughout the day (Bhowmik, 2024). This positioning acted as an opportunity to witness the issue of operations and the impact of the culture of departments on the performance of the staff and level of satisfaction among guests directly.
Management Styles and Staff Motivation
Observed Leadership Challenges
I was a witness of a big problem of management styles in the housekeeping department, which directly impacted the level of motivation and efficiency on the work. The department was characterised under a highly autocratic leadership style, whereby the decision-making process was unilateral and all members of the housekeeping team had no say (Nuchpramool et al., 2025). Assignments to the rooms daily were assigned without taking the individual preference or the capability of the staff and the performance feedback was used with the overwhelming priority to pinpoint the faults as compared to the accomplishment. The strategy resulted in an apparent tension in the team, which created less enthusiasm and greater employee turnover throughout my placement period (Dimitriou et al., 2022).
Personal Role and Self-Reflection
The housekeeping supervisor was also under my assistance to help with the work of inspecting rooms and special cleaning requests. My first behavioural pattern was the accepted autocratic one since I just obeyed the orders without questioning the leadership style or consulting the older employees. Having noticed a drop in morale in other coworkers, I realised that I had been contributing to the existence of this type of management (Pahi et al., 2022). In my fourth week, I started to pay active attention to the issues raised by housekeeping staff during their breaks and learned some useful information about the ineffectiveness of the workflow, which senior management did not consider properly. This experience has shown me that a successful leader must engage in communication in both directions and not teach others (Jung et al., 2023).
Theoretical Application from Management and Organisational Behaviour
Based on my Management and Organisational Behaviour course, I realised the lack of relationship between the identified autocratic style and the principles of transformational leadership that stimulate the empowerment of employees and their involvement in the decision-making process. The concept of transformational leadership places an emphasis on motivating employees with the help of sharing the vision, intellectual growth, and personalised attention (Nuchpramool et al., 2025). These aspects were lacking in the housekeeping department and the employees were seen as mere executors of tasks as opposed to being regarded as valuable service provider within the department. The studies show that transformational leadership plays a major role in employee commitment in terms of commitment to service quality because of the psychological processes such as trust, perceived organisational support and intrinsic motivation (Pahi et al., 2022).
Organisational Culture Impact
The culture of compliance instead of commitment that was in the housekeeping department was an outcome of the existing management style. Employees performed the set of tasks to the minimum level of satisfaction without showing their ownership and protest to their work (Talaja et al., 2023). I have witnessed a number of cases when housekeeping personnel observed some problems with the maintenance or the preferences of guests but did not report them as they believed that their remarks would be disregarded or overlooked. Such cultural barrier did not allow spreading valuable frontline knowledge to decision-makers, which eventually affected the quality of offered services (Simovic et al., 2023). The lack of psychological safety implied that the members of the staff never dared to propose changes or discard issues because they were afraid of judgmental criticism instead of being supported.
Academic Justification of Significance
The relevance of this management problem is significant as the leadership approaches directly influence employees commitment to quality service, which in its turn impacts the guest satisfaction and performance of the business (Dimitriou et al., 2022). It has been shown that with the help of ethical leadership and supportive organisational culture, increased employee engagement rates and lower turnover rates and enhanced service delivery consistency could be achieved (Pahi et al., 2022). Autocratic management styles corrode empathy, initiative, and detail-oriented discretion of frontline staff that is essential in hospitality environments, as service quality relies on the discretion of the frontline staff to deliver great guest experience (Jung et al., 2023). Financial outcomes not only include instant guest satisfaction rates but also hiring expenses, training fees, as well as lost work hours with a high rate of employees leaving their organisations (Saito et al., 2025).
Three-Step Improvement Plan
Step One: Implement Weekly Team Briefings with Two-Way Communication
The initial change of operations is the introduction of organised weekly team building sessions where housekeeping employees will present their ideas and express their concerns and take part in discussing the problem-solving process. Such 30 minutes sessions would happen during the shift changeover periods, making the attendance of these sessions as high as possible and knowledge transfer between the morning and afternoon shifts possible (Kenneth and Sucheran, 2025). Agenda meeting talks would consist of updates of the operations, feedback of the guests and time of staff suggestions. This methodology is consistent with the principles of work-integrated learning that focuses on reflective practise and knowledge sharing (Xu et al., 2022). The likely results are a higher level of staff involvement, better recognition of operational shortcomings, and ownership of the team members.
Step Two: Introduce Recognition-Based Performance Feedback
The second thing will be the reorganisation of the performance management to include frequent positive reinforcement and constructive feedbacks. Huffing would start with recognising particular instances of the excellent service each day, and monthly awards would be used to recognise exceptional contributions to guest satisfaction (De Oliveira-Cardoso et al., 2025). This transformation can be attributed to the principles of the motivational theory explained in the management and organisation behaviour, that is, covering the intrinsic motivation as performed by recognition and appreciation. Best practises in the industry reveal that recognition programmes make employees happier, turnover lowers, and service is more reliable (Saito et al., 2025). The projected effect will be the growth of staff morale, discretionary effort and higher scores of satisfaction among guests brought about by the provision of attentive service delivery.
Step Three: Develop Skill-Based Task Allocation System
The third modification refers to the development of a skills grid of the housekeeping personnel and establishing a flexible job distribution, which would align individual strength with the particular duties. The employees would be trained in specialised divisions like deep cleaning, VIP room preparation, or maintaining the public area, and then rotate in an assignment depending on proven skill levels and personal development objectives (Shugurova, 2025). The strategy demonstrates the features of transformational leadership since it stimulates the mind and offers personal attention (Nuchpramool et al., 2025). Some of the expected business outcomes are that the cleaning durations will decrease due to the improved efficiency, there will be an improvement in service quality consistency and employee retention due to clarity in career growth channels.
Conclusion
The placement experience showed that the basic management styles determine cultural specifics of organisations, the motivation of staff, and the final delivery of services in the hotel. The barrier to communication, innovation and employee commitment in the case of the Holiday Inn Express Wigan was raised in the autocratic style that I saw. Self-reflection and theoretical practise enabled me to gain knowledge about the principles of transformational leadership and the requirements related to its practical application. In the future, I will make a firm commitment to collective decision-making, frequent rewards of efforts, and skill-based developmental strategies in undertaking managerial roles. These lessons will inform my future practise in providing staff and excellent guest experience through the provision of favourable working conditions.
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