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Introduction
During my placement at Ibis Styles Barnsley, I spent most of my time learning from the Housekeeping Department. This area is very important in maintaining clean rooms, addressing minor technical issues, and ensuring guests are satisfied with their stay. The hotel does not have its own housekeeping team but works with an outside company called WGC (Westminster Group Cleaning). The team consists of 12 room attendants and one Head Housekeeper, who is responsible for their daily tasks. My three main learning goals were: (1) to understand how the housekeeping department works and how tasks are organised, (2) to improve my communication and teamwork skills in a multicultural team, and (3) to learn how management practices can affect employee motivation and service quality.

Section 1: Role Reflection
For this reflection, I used Gibbs’ Reflective Cycle (1988), which includes description, feelings, evaluation, analysis, conclusion, and an action plan.
Role and Key Skills
As a trainee, I followed and observed room attendants and the Head Housekeeper. I assisted with room inspections, checked cleaning standards, and occasionally served as a connection between the housekeeping and maintenance teams. Essential skills I observed in a supervisor in this area include effective leadership, clear communication, and prompt decision-making.
In housekeeping, leadership needs to be well-organised because the team has a lot of work to complete in a short time. Research indicates that leadership style can impact how motivated employees feel and their productivity (Pratiwi et al., 2024).
Real Examples and Evaluation
One experience that showed good teamwork was when a guest room failed the lighting check. The Head Housekeeper reported the issue to the Maintenance Manager, who arrived to inspect the safety panel and replaced the broken bulb within approximately 15 minutes. This demonstrated how practical communication and prompt response help keep hotel operations running smoothly.
Another time, I followed a room attendant during her morning shift. She had a checklist with her rooms for the day, prepared her trolley with supplies, and cleaned each room in around 20 minutes. Some rooms took longer, depending on whether the guest was still staying or checking out. She also reported minordamages she found, which showed her responsibility across departments. This cross-role awareness is also mentioned in the ASET (2024) work-based learning guide.
While I felt comfortable communicating with the team, I realised that I sometimes hesitated to report minor problems. I need to become more confident and speak more clearly when something needs attention.
Action Plan
To improve my professional development, I plan to:
1. Join a short workshop about communication and conflict resolution.
2. Review my course materials about delegation and responsibility.
3. Learn more about different leadership styles and apply this knowledge during future placements.

Section 2: Management Performance and Guest Service Analysis
Management Style and Motivation
From what I observed, the Head Housekeeper used a mix of different leadership styles. She assigned tasks fairly based on each person’s speed and performance, and she encouraged the team to support one another. This type of leadership follows the transformational style, which research shows helps staff feel more motivated and work more effectively together (Mohamed, 2016).
This also reminded me of what I studied in the Management and Organisational Behaviour module. For example, McGregor’s Theory X and Theory Y(McGregor, 1960). I noticed that the Head Housekeeper believed in Theory Y, which means she trusted the team to take initiative and work independently. This created a positive work atmosphere and improved morale.

Health and Safety Compliance
Health and safety were respected in the department. All cleaning products had proper labels, hazard signs, and expiry dates. The room attendants knew how to use the products safely and wore gloves or other protective items. This follows the QAA (2018) work-based learning guidance and also UK legal rules, such as the COSHH regulations.
The Maintenance Manager also conducted regular checks on fire alarms and extinguishers to ensure compliance with Accor standards. This shows that health and safety are taken seriously and supports Johnston et al.’s (2012) view that safety is an important part of service quality.
Culture and Teamwork
I saw a very strong team spirit in the housekeeping department. The Head Housekeeper assigned tasks fairly, and staff often helped each other, especially with tasks like changing bed linen in double rooms. This kind of teamwork exemplifies what Hofstede’s Cultural Dimensions(Hofstede, 2001) model refers to as “high collectivism,” where people work more effectively when they feel like part of a team.
The team was also very multicultural. Everyone came from different countries, but communication was respectful and professional. There were no conflicts, and staff treated each other with understanding. According to Martin and Nakayama (1999), this type of intercultural respect is essential in diverse work environments. I noticed that even without formal training, the staff practised this cultural awareness naturally.
Marketing and Guest Experience
Housekeeping is not typically viewed as part of marketing, but the guest experience largely depends on their work. Clean rooms and good maintenance influence how guests feel about their stay and what kind of reviews they leave. In the Marketing Essentials module, we studied the 7Ps model(Booms and Bitner, 1981). Housekeeping is linked to the “People” and “Physical Evidence” elements. Clean rooms are a clear sign of good service, and this shapes the customer’s impression (Masterson et al., 2017).


Section 3: Guest Service Improvement Plan
Identified Issue
One issue I noticed during my placement was the bad manners of guests. Some guests were rude or disrespectful, especially when things were not going as planned. Because of this, the hotel placed a sign in the staff areas and at the bar that said, “Abusive behaviour will not be tolerated.” This shows that guest rudeness is a genuine concern.
This issue impacts how staff members feel at work. If employees are consistently treated poorly, they can feel tired, stressed, and less happy in their jobs. This can also affect the way they interact with other guests. As Rutherford and O’Fallon (2006) explain, emotional strength is essential for service workers, and without support, they can feel burned out or demotivated.

Improvement Plan
1. Staff should be trained in how to manage difficult guests without demandinge situation worse. Widiastini et al. (2024) recommend regular communication and behaviour training in housekeeping teams.
2. Staff should be able to report guest abuse without giving their name. This is part of QAA (2018) guidelines for safe learning and working environments.
3. ‘Respect Our Staff’ Campaign: The hotel can place polite reminders in rooms and public areas to encourage guests to treat staff with respect. According to Cunha (2024), this kind of message can improve guest behaviour and reduce negative incidents.
These actions can help improve team morale, reduce staff turnover, and maintain consistent service levels. Additionally, when staff members feel respected, they can provide better service, which in turn improves the overall guest experience and online reviews.

Conclusion
This placement provided me with a deeper understanding of how the Housekeeping Department operates at Ibis Styles Barnsley. I achieved my learning goals: I learned about the department's structure, improved my communication skills in a multicultural team, and observed how leadership can impact both staff motivation and service quality.
The experience also showed me the importance of focusing on communication, teamwork, and health and safety. These elements all play a significant role in how the hotel runs and how happy the guests are. In the future, I aim to continue developing my skills, particularly in communication and increasing my confidence when expressing concerns. I feel more ready now for a future in hospitality management.
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