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Housekeeping Department HD should be my last work experience. Unfortunately, I was evicted by the hotel managers. They stated that my conduct was unprofessional and inappropriate. 

In my view they were too strict. I was first threatened because the email I sent requesting responses about some identified issues. Then I was threatened not to ask questions because I was only at the hotel for training. Finally, they expelled me because of an informal conversation I had with a colleague if she was aware that the sale of alcohol has certain restrictions and the consequences of not wearing uniforms in the kitchen. The management behaviour was not positive because it silenced and made me to feel stressed and worried (Cai, Fink and Walker, 2019).

I felt mentally and academically affected and decided to write an email to the lecturer asking him advice and recommendations. I recognise that my approach and strategy to identify issues for the assignment were not correct, however the management procedure and behaviour is evidence of dictatorial, authoritarian and transactional leadership style. They do not accept critic and suggestions. They did not facilitate my  integration and did not provide me support for my learning development. I was denied access to the information. Everyone is controlled and everything must to be reported to them. This approach represents the traditional style of management (Mullins and McLean, 2019).

Their decision enabled me to reflect and to recognise that I need to improve my weakness (e.g., communication skills). Indeed, to be careful when interacting with team to avoid conflicts and misunderstanding.  So, I need to change my behaviour to adapt to different settings. 






Since I did not have opportunity for housekeeping training, my reflection will be based on the online research, my housekeeping experience and the placement observation.

The ibis New Stret Birmingham Hotel “iNSBH” has 159 bedrooms, 5 conferences rooms, restaurant and bar (TripAdvisor, 2023).

The housekeeping duties are to clean all the hotel facilities at higher standard and dispose of all the rubbish. The housekeeping work is physical hard (Rutherford and O'Fallon, 2006).
The worst part of this job is to clean the toilets. The salary typically is a minimum wage which do not attract many people. In top of this, the housekeeping job are not valuable and respected for many people which decrease our motivation, engagement with impact on performance (Aguilar- Escobar et al.,2021).
The duties of the housekeeping team vary according to the hotel size and capacity. According to Rutherford and O’Fallon (2006) staff can clean between 13 to 20 room daily. This number can increase or decrease according to the room state after the guest departure. If the room is very dirty the housekeeping will do a deep clean which will require more time and a smaller amount of the room (Aguilar- Escobar et al., 2021).

The Housekeeping Manager, “HM” is accountable for the general cleaning of the hotel and the guest rooms, to report rooms status and housekeeper work schedules (Van Der Wagen and White, 2018). 

Vallen and Vallen (2013) highlights the importance of technology such as PMS and mobile apps on delivering higher performance of housekeeping jobs and guest experience. The software enable communication between departments. Staff receive messages on their mobiles with their task, early and late check-ins and check-outs for specific room cleaning, room maintenance etc. Mobile App also enable guest to connect with team and make any requirement. 

The housekeeping jobs is a health risk job. We are in close contact with hazardous chemicals, toilets trash, dirty linen and bed clothes used by guest which can cause illness and contamination from bacteria, virus and other microorganisms.

The “HM” must be transformational leader to have higher effective and productive team. He must lead his team by his example, motivate them and be collaborative (Mullins and McLean, 2019).
According to Cai, Fink and Walker (2019) the good manager care with job and with his staff and creates the environment for their development and team integration.
For the management of its team Losekoot et al., (2018) point out that self-management, communication, teamwork and collaboration are some essential skills need for this role because they need to communicate and to collaborate with reception and maintenance team to deliver guest desires, need and expectation. Indeed, cultural sensitivity skills to manage workplace diversity and staff culture, are required for the management of hospitality sector.

Kim, Kim, and Heo (2019) stated that economic or luxury hotel must provide higher standard cleaning service for customer satisfaction. Clean and tidy room is what guest expect. If these minimum requirements are not realised, it can result in service failure and increase guest dissatisfaction (e. g, internal complaint, negative online review and word-of-mouth complaint) which is bad for hotel reputation. 
People choose the economic hotel because affordable accommodation. Rahimi and Kozak (2017) and Kang, Busser and Choi (2018) research recommend that major focus of the management should be on this sector. The housekeeping provides this interaction and satisfaction through the higher standard of cleaning service, comfortable beds, good mattress quality and clean linen and pillow (Vallen and Vallen, 2013).

Van Der Wagen and White (2018) stated that the hotel housekeeping team is usually one of the biggest sectors in term of the staff. This represents the highest cost for the hotel regarding to the wages, cleaning supplies, and laundry expenses. 
In general, the upscale and luxury hotels have more service, departments and staff in relation to economic hotels. 
The iNSBH is a 3-star economic hotel and is part of Accor brand (Accor, 2019).
They have limited services (e.g.no laundry, gym, leisure and no room service). Indeed, they also decided to outsource their HD.
According to Hassanien, and Dale (2013) the reduction of services which is characteristic of economic hotels, enable them to manage their resources with cost reduction to improve performance, profitability and to win competitor advantage. Sigala et al., (2022), Rodríguez and Ramírez (2018), share same view and stated that this strategy benefits the hotel in positive way.
I believe that this decision can be an “issue” if appropriate measures were no taken. This view is supported by Costa (2021), which states that this strategy can impact the hotel in losing control over the housekeeping sector, reduction of the quality of service, reduce the security and the privacy of the guest. Likewise, it can reduce connection with company culture, values and strategy. Hassanien, and Dale (2013), Aguilar- Escobar et al., (2021), OpenKey (2018), share same position and point out that HD should not be outsourced because it is a sector that provide major guest satisfaction. Outsourcing this department can have impact on guest satisfaction and on brand reputation. Furthermore, it can generate extra cost if the outsourced company fails to produce desired results.  
 
In my view this management cost reduction strategy can impact guest staff interaction. Bring into the hotel the external contractor to take care of their core service can impact negatively on brand reputation if effective measures such as performance control and an effective communication between the management and the outsource company does not take place. I observed that housekeeping who comes to the hotel feels that they are not hotel staff, and they may not embrace the hotel culture and values which can result in low performance. I could observe that there is no interaction between hotel staff and housekeeping staff.
I also conclude that managers that work on hospitality service especially, must be a transformational leader. Concern for work and concern for staff enable a good collaboration, higher motivation and organisation performance and profitability.
Housekeeping role and experience empowered me with a deeper understanding and knowledge about the housekeeping department which will help me to build a solid career if I decide to be a leader on this sector.
This experience will be a great lesson for my future career and workplace integration. Despite this incident, I thank them and the university for their feedback and for the placement opportunity. Indeed, my apologies for this incident


Recommendations

· Establish effective communication with external company.
· Analysis the background of the company before handing them contact.
· Create a good work environment that facilitate staff integration. 
· Empower staff and leaders with training.
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