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[bookmark: _Toc213691755]Introduction
In my Level 6 placement at the Holiday Inn Sunderland, I served at the Housekeeping Department which plays a crucial role in maintaining the service standards and guest satisfaction. This department had eight staff members, with four room attendants who reported to work daily reporting to the supervisor. My responsibilities included supporting the staff in inspecting the rooms every day, restocking the supplies, and making sure that the cleanliness level was at par with the brand expectations.
The hotel’s housekeeping department was recognised very well for its high standards and was ranked second in the country for the cleanliness of the rooms within the IHG group. This was as a result of the commitment and efficiency of the team. However, I noticed that the members of the team were under considerable pressure during the peak hours. This to me was due to the disproportionate division of workload. And consequently this turned out to be stressful and communication gaps as well. 
This reflection delves into this issue concerning management and teamwork theories that I studied in the modules I have studied in the past. I will discuss what I have learned about leadership, motivation, and service quality when I worked with my colleagues and manager in a busy operating environment.
[bookmark: _Toc213691756]Understanding the Issue
My housekeeping placement in Holiday Inn Sunderland made me realise that service quality in the operations was mainly due to the effective time management and teamwork. The shift I was working were quite busy. The room attendants were required to complete the room service of a set number of rooms in a restricted time. This target was challenging on weekends where the occupancy was at peak. The supervisor and the manager, Hannah also helped others to prepare rooms ready to check-ins before the 3 p.m.
While at work I noticed that workload was not assigned evenly at all times. The speed and experience of some staff way more than others who barely managed to achieve their targets. This created pressure and at times lead to frustration for those who are were not fast paced. I noticed that communication was also becoming a problem between morning and evening shifts, and some details such as restocking or maintenance records were not communicated in time. The manager dealt with those situations calmly showing me how the leadership style and motivation affected the morale of the team and its overall performance (Walker & Walker, 2019).
[bookmark: _Toc213691757]The Management theories:
I found this particular style of management reminiscent to the principles of transformational leadership discussed by Teoh et al. (2022), who talk about the needs of an particular task, cohesion amongst the team members and employee motivation. On hectic mornings, she was very careful about prioritization and delegated easy to do rooms to newer staff members and kept the team motivated with brief pep talks. She also visited the teams in person, so that she could demonstrate the value of attention to individuals can improve the performance of a task.
Nevertheless, regardless of her efforts, I realized that time pressure was a cause of stress at times, especially amongst part-time employees. Self‑Determination Theory (SDT)  developed by Edward L. Deci & Richard M. Ryan, states that employees are motivated by factors like recognition, responsibility and achievement but the opposite would demoralize them because of bad working conditions and work overload (Deci & Ryan, 2000). Here, we had pride in the department being ranked clean as a motivational factor, the hygiene factor, or time pressure, and occasionally lowered moral. This made me realize that minor operational changes like realistic room targets and better planning can have an impact on the motivation of the employees.
[bookmark: _Toc213691758]Teamwork and Group Dynamics:
My experience taught me how effective team support towards one another helped the team performance and achieving the targets. The manager also frequently assisted other staff members when one of them was under pressure. This brought me back to Stages of Team Development created by Tuckman (1965) forming, storming, norming and performing. When workloads were discussed at the start of my placement, I noticed a degree of tension (storming). However, in the course of weeks, the team learned to understand each other (norming) and collaborate without difficulties (performing). The team’s ability to move through these stages illustrated me that conflict is good for the growth of a team and that it can improve cooperation when handled well (Resources, 2025).
The organisational culture also had a great impact on the housekeeping team’s strong performance. Studies reveal that shared values and behavioural expectation in teams are defined by the culture (Schein, 2017). Our manager has created a culture of cooperation and being task-oriented, where adaptability was of greater importance than hierarchy. On the day when a late booking of a group occurred, she changed shifts and room checks were personally done by her. This reflected in the manager’s actions of rescheduling of shifts when an unexpected large booking came in from nowhere. This flexible approach fostered confidence in the group and demonstrated the relationship between culture and leadership to establish a positive working environment.
[bookmark: _Toc213691759]Leadership and Motivation:
In Management and Organisational Behaviour (MOB) modules, I learned that leadership style has a significant impact on staff motivation. The behaviour of the manager was quite close to the Theory Y of McGregor (1960) that presumes that the employees are competent, self-directed and want to be responsible. She allowed the staff to plan their shifts at times and hardly micromanaged. This methodology ensured that everyone felt special. The day I was directed to help with minibar checks she mentioned that, I needed to determine the floor I want to work and keep her informed. That confidence encouraged me to get my job done effectively and correctly.
Although, I also came to know that Theory Y leadership should be supported by structure. Communication gaps occurred when the shifts were not communicated in a crystal clear manner. This was in accordance with the Leadership Styles (1939) by Lewin, a democratic and directive leadership balance was required (Cherry, 2024). A less laissez-faire approach would be useful to keep the pace and the order during the high-pressure situations.
This helped me to realise that good leadership is circumstantial. A flexible leader is adaptable, adapting to the situation, integrating task control and empathy. This balance is something that I would like to use in my future as a hospitality professional.

[bookmark: _Toc213691760]Marketing and Guest Service Experience:
Although housekeeping staff work behind the scenes, I learned how the satisfaction of the guests is directly influenced and affected by the efficiency of the team. Marketing promotes cleanliness and the comfort of the guests, yet what the guests will really think about it is based on their experience staying in the actual room. When a room is not prepared in time or a detail is not attended, the perception of the brand gets affected directly. 
Service quality according to the Service Quality Model (Parasuraman, et al., 1985) is based on bridging the expected and actual delivery of services to the customers. I observed how a short delays in room preparation would translate into online reviews and repeat bookings. One busy weekend a guest had complained of waiting to have rooms prepared. The manager was fast, gave a free drink, and made sure that the room was prioritised. It is not only that this proactive approach was a solution to the problem, but also an illustration of the connection between operational service and brand reputation and marketing promises (HospitalityNet, 2023)
The experience enabled me to value the connection between in-house team-work and the customer satisfaction of guests. Marketing is the predetermined expectation and the service operations fulfils that expectation.
[bookmark: _Toc213691761]Personal Reflection based on the Kolb Learning Cycle:
The Experiential Learning Cycle of Kolb (1984) assisted me to organize my reflection.
The concrete experience involved encountering actual problems in housekeeping during their peak hours, followed by reflective observation, which focused on understanding the impact of teamwork, time pressure, and leadership. Through abstract conceptualisation, these experiences were interlinked with theory of management, such as Herzberg, and leadership models.
As a quick learner, I will apply the learning by actively participating in tasks related to planning room allocation and supporting other employees with their assignments.
In the process, I also acquired better problem solving and interpersonal skills. I also was taught that service management requires the same amount of empathy and communication as it requires speed and technical skills (Teoh, et al., 2022).
[bookmark: _Toc213691762]My Improvement Plan:
· Redesigned Room Allocation System: Have a rotating system of allocating rooms to ensure the even distribution of workloads. This decreases pressure and improves fairness.
· Short Pre-shift Team Meetings: Hold five minute pre-shift team meetings to define targets, updates and support needs. This improves coordination and motivation.
· Recognition and Feedback: Praising even the smallest progress, e.g. when all the rooms are ready in time or when guests leave you with good reviews. This increases motivation as suggested by Herzberg model (Herzberg, 1959).
[bookmark: _Toc213691763]Conclusion
This experience helped me to learn that the core of the guest service operations is leadership, motivation, and teamwork. The reflection helped me realise that management styles and organisational culture determine the attitudes and performance of employees. The capability of the housekeeping manager to exercise control and compassion showed actual leadership at work.
Theories that I used like transformational leadership, Tuckman Team Development and Herzberg Motivation-Hygiene Theory assisted me in understanding what I was going through. I also observed the direct impact of operational teamwork on the satisfaction of guests and marketing performance.
Overall, I was able to understand that effective guest service operations should be based on communication, fairness, and recognition. This set of lessons will help me in my further leadership positions, as I will remember that people who are motivated, supported, and respected are the first step to achieving good service quality.
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[bookmark: _Toc213691764]Appendix: Learning Objectives
Show knowledge of managerial and operational skills of guest service operations:
Throughout my placement in the housekeeping department at Holiday Inn Sunderland, I gained a great insight into the impact that managerial and operational activities have on the level of guest satisfaction. When the manager focused on readiness of the rooms, supervised the work of the staff, and responded to feedbacks of the guests, I realised how complicated service operations could be. I got to know that the guest service excellence relies on the detailed coordination between departments, time management, and understanding how to predict the needs of guests, as well as responding to them.
Put management and leadership theories to application in the real-life workplace situations:
The practice enabled me to put in practice theories like Herzberg Motivation-Hygiene Theory, Theory Y by McGregor and Stages of Team Development by Tuckman into practical use (McGregor, 1960). I could also observe the effect of motivation in performance when the staff felt encouraged, appreciated, and trusted. The leadership style of the manager was transformational and democratic leadership that helped in promoting teamwork and responsibility. 
Reflect on personal learning and professional development:
Using Kolb Experiential Learning Cycle (1984), I was able to look back at my experience in gaining knowledge on teamwork, communication, and leadership during this placement (Kolb, 1984). At the beginning, I encountered the issue of having difficulties with working according to strict time frames, but seeing how the manager delegated and supported the team, I learned the importance of flexibility and emotional intelligence. I have understood that technical skills in guest operations are not as important as effective communication, fairness and empathy. These lessons have boosted my self-esteem in undertaking the supervisory roles in the hospitality sector in future.
Develop strategies for continuous improvement in service quality:
The difficulties encountered in the peak times made me think about improvement of service operations. I suggested a useful improvement plan, which included making room allocation rotations so that everyone received an equal portion of the rooms, briefings before shifts, as it would improve coordination, and celebrating the small success to elevate morale. Such changes are consistent with the best practices in the hospitality industry and contribute to the sustainable increase in the satisfaction of guests and the work of teams.
Become more employable and career-oriented:
This experience improved my knowledge of the relationship between leadership, efficiency of service, organisational culture, which are critical in the hospitality management. I am now in a better position to handle operations and the people.  Learning to juggle between empathy and structure, and being proactive when it comes to dealing with challenges will be helpful in my hotel management career. I also have gained better professional relationships with my colleagues, a factor that made me exhibit better teamwork and communication skills, attributes that are paramount in achieving promotion in the industry.
Finally, I would conclude that his placement experience has boosted my theoretical knowledge and practical skills. I am now in a better position to connect the theoretical material of my academic studies with practical operational issues and I am now much more confident that I am ready to make my mark in the hospitality industry.



