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[bookmark: _Toc211888760]Introduction
My main work experience during my Level 6 placement in Marriott, London, United Kingdom, was in the Housekeeping but I also worked in Food and Beverage. My learning log is based on Housekeeping that ensures the comfort, cleanliness and safety of guests in bedrooms, bathrooms, corridors and the public zone. The department in this property provides daily stayover, departure deep clean as well as periodic spring clean and turndown to specific guests. Room preparation comprises of linen change, amenity change, top up of minibar and allergy friendly substitutes upon request and fast room recovery to serve early arrivals. During the day, it serves in the public areas to brand standards (Amissah et al., 2022). Linen is processed with clarity levels in its par as well as safe flow values and the logged items are returned under the policy. Housekeeping collaborates with the Maintenance in the defect reporting and with the Front Office in the property management system and mobile tasking to maintain room status precisely and respond promptly to customer requests.
[bookmark: _Toc211888761]Main Body: Department Reflection
[bookmark: _Toc211888762]Context and key issue
In my placement process at Marriott, London, United Kingdom, I put emphasis on Housekeeping and the way it influences the experience of guests. The main problem that I noticed was a lack of uniform room releases prior to 3 pm and quality failures in case of excess pressure caused by early arrivals. There was a very directive style adopted by the floor supervisor during the shift. This got things out fast at the highest speed, but it decreased initiative, increased stress and caused rework. Guests complained about extended waits in Front Office, repeat visits to correct minor defects, and unequal opinions on first impression at check in.
[bookmark: _Toc211888763]Why this matters for guests
The first in room moment of truth is created by housekeeping. Delay and cleanliness defects lead to a decrease in satisfaction, more complaints and additional cost in the form of re cleaning, overtime and credit of goodwill. Such efficient leadership style is so necessary since the reliance on reliable room, on time, zero defects guarantee review scores and repeated business (Faraj et al., 2021).
[bookmark: _Toc211888764]What I observed on shift
Briefings were focused and one way. As the priority room started scrambling, the tone stopped. Fewer early warning were raised by attendants due to the their non-hardenedness. Less significant problems were left to be checked and this delayed problems further. Maintenance tickets were periodically overrun at the conclusion of a corridor run as opposed to being announced at finding, which slows the preparation of rooms. Being a runner, I was caught between pressing Front Office demands and rooms that were not finalised. At one point of my quiet time, I presented two ideas, yet at the height of the style, it was not open to contributions.
[bookmark: _Toc211888765]Causal relationship Theory (Management and Organisational Behaviour, Level 5)
Situational leadership holds that a leader must always adjust the style to the task maturity; direct when there is a safety crisis, coach when the leader is trying to develop a skill, supporting when the leader is trying to build morale and delegating when the leaders are dealing with skilled employees. The two factor perspective developed by Herzberg divides the hygiene factors, including tools, stock, and working vacuums from the motivating factors that include recognition and autonomy. Hygiene is the right way to avoid dissatisfaction and motivators the way to achieve better quality. According to the Theory Y of McGregor, the staff mostly desires to do good work should they be trusted and provided with feedback (Ong et al., 2025). Such notions suggest that a fixed commanding style may stifle problem solving, lessen precocious signalling and augment rework.
[bookmark: _Toc211888766]Analysis
The all day directive style was fast at bursts but not at early risk signals and ownership. A combined style would ensure that people have standards secure and introduce initiative. Hygiene, safety and brand standards still require direction, however, coaching enhances consistency, aiding lifts engagement, and delegating choices to the experienced attendants. When implemented, the guest would experience quicker access to clean rooms, few minor faults on arrival, and a relaxing check in.
[bookmark: _Toc211888767]My work and behavior (self reflection)
I applied small changes on one floor two mornings with the consent of the supervisor. To start with, I created a ten minutes briefing card of forecast, three priority rooms and their release order, a safety reminder, stock risks, and an open question to the team. This established objectives and provided a feedback mechanism. Secondly I implemented buddy checks: the following duty free attendant was inspected against a five point fail list of the following items with the rest of the house having already been inspected: bathroom detail, high touch dust, bins, mirror streaks, and under bed check. This made on shift coaching, rather than accumulating all learning to end of day. Third, I ran a simple visual status board showing the status of the pantry as displayed in the system and indicating in plain words live maintenance pauses (Wilson, 2025). Since I was the lead floor, I notified the board and summoned Front Office when I had a ready room. Minor but inexpensive measures, these shifted the dialogue to priorities and quality at point of origin.
[bookmark: _Toc211888768]Three step improvement plan
Step 1: Ten minute briefing card of each floor
· Operational change: go to the line up; take one team risk and one idea.
· Best practice connection: Quality and reduction of rework result through clarity of goals and psychological safety.
· Measure: rooms available before 3 pm, rework rate, and one line post shift pulse.
Step 2: The first eight rooms to be inspected by a Buddy every morning
· Operational change: Five point list peer check; right on the spot.
· Best practice connection: quality source and coaching leadership.
· Measure: First time inspection pass rate and defects/ 100 rooms.
Action 3: Have a representative leader on the top floor
· Operation change: keep a visual status board; increase the maintenance in the discovery phase; call Front Office in real time (Ford and Sturman, 2019).
· The best practice connection: The visual management achieves less variation and less time between teams.
· Measure: the mean turnaround time and non priority room difference with priority.
[bookmark: _Toc211888769]Expected impact
The rate of satisfaction among the guests will be increased due to increased speed with regards to accessibility to clean rooms, fewer room moves, and increased first impressions. There should be fewer reworks, more engagement, and the priorities should be clearer, which will result in the improvement of team performance. It should result in reduced overtime and compensation paid, better consistency in the review scores and ease of handover to Front Office.
[bookmark: _Toc211888770]Individual learning and practice
I was taught to adapt my own style to pressure: ask open-ended questions, make specific compliments and use checklists to guard standards and go even faster. I will still be preparing the briefing card, buddy checking, and running the floor board and check with the Housekeeping Manager at the end of two weeks (Özdemir et al., 2019). In case the improvements are made, I will assist in the extension of the model to the second floor and record the routine to be followed by new members to ensure the benefits are maintained.
[bookmark: _Toc211888771]Conclusion
This reflection demonstrated that the guest experience is strongly impacted by leadership style in Housekeeping. A directive style was constant and filled tasks fast; however, this meant a lack of initiative and a slowing down of defect levels at the cost of new rework, which was seen by guests in the form of rooms not being available when needed and minor defects manifested to the guests, who had no alternative but to accept them or go. A combined style would be more effective with concepts of Management and Organisational Behaviour, direct to ensure safety and brand norms, coach to develop skills and consistency, support to boost morale, and delegate to receive experience with attendants. I recommend three actions. Invite ideas and rely on priorities using a ten minute briefing card. Perform inspections (run buddy) of the first rooms every morning when defects are caught at the earliest stage possible. Assign a floor lead, peak, to stay at status board and give notice Front Office. 

[bookmark: _Toc211888772]References
Amissah, E.F., Blankson-Stiles-Ocran, S. and Mensah, I., 2022. Emotional labour, emotional exhaustion and job satisfaction in the hospitality industry. Journal of Hospitality and Tourism insights, 5(5), pp.805-821.
Faraj, K.M., Faeq, D.K., Abdulla, D.F., Ali, B.J. and Sadq, Z.M., 2021. Total quality management and hotel employee creative performance: The mediation role of job embeddedment. Faraj, KM, Faeq, DK, Abdulla, DF, Ali, BJ, & Sadq, ZM (2021). Total Quality Management And Hotel Employee Creative Performance: The Mediation Role Of Job Embeddedment. Journal of Contemporary Issues in Business and Government, 27(1), pp.3838-3855.
Ford, R.C. and Sturman, M.C., 2019. Managing hospitality organizations: Achieving excellence in the guest experience. SAGE Publications.
Ong, K., 2025. Service Recovery Strategies to Maintain Guest Satisfaction at X Hotel in Jakarta. Journal FAME: Journal Food and Beverage, Product and Services, Accomodation Industry, Entertainment Services, 7(2).
Özdemir, A.İ., Çolak, A. and Shmilli, J., 2019. Business process management in hotels: with a focus on delivering quality guest service. Quality & Quantity, 53(5), pp.2305-2322.
Wilson, O., 2025. Enhancing Operational Efficiency and Guest Satisfaction in Hotel Management: A Strategic Approach. OTS Canadian Journal, 4(5), pp.72-81.

2

image1.png
Prifysgol Cymru
Y Drindod Dewi Sant
N’ University of Wales

Trinity Saint David





