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1. Introduction
Description of the Placement 
For my placement I worked in Ibis London Stratford. I was based in the Maintenance Department. The role of the department is to ensure the comfort of the guests, as well as to support the entire hotel operation. Maintenance tasks during my placement included preventive maintenance and repairs as required by guests. During the placement, I also followed James (Maintenance Manager) with his daily department routine.
Kolb’s experiential learning cycle (1984) was used to reflect on a real experience (rectangular phase of the model), which could not be imitated in an educational environment and which required technical and service skills (oval phase). Link with the course: 
The Management & Organisational Behaviour module provided me with knowledge on how leadership, communication and motivation can affect quality of guest service and the hotel’s efficiency.
2. Concrete Experience
On a very cold afternoon the central heating system broke down in one of the deluxe rooms which was occupied by a guest. The front desk called maintenance and James asked me to join him. We entered the room to find the guest shivering and complaining, It’s freezing in here, I can’t stay like this!
James introduced the two of us, comforted the guest, and said, Please take a complimentary drink in the bar while we get this fixed. This simple act defused the problem immediately. After checking the system we found a thermostat had broken and there was no replacement in the hotel. The nearest supplier would not be able to deliver until the following morning.
James took the decision to relocate the guest and tell the front desk to process compensation. His calm demeanour kept the situation from getting any worse. Witnessing his leadership I learned that maintenance calls are moments of truth with guests and that leadership makes the difference between complaints and recovery.
3. Reflective Observation
The most important “aha moment” I had looking back on this situation was I realized that my initial, knee-jerk reaction was to simply focus on the technical problem at hand instead of the guest’s emotional state, while James’s emotional intelligence allowed him to treat the problem as an opportunity to gain a guest’s trust.
The situation was a notable example of communication being key in any hospitality setting, with his respectful tone in phone calls and proactive communication with the front office serving to make it very clear that no department functions in a silo. I got to see that the maintenance team’s performance is linked in many ways to front office cooperation, with courteous and clear communication with the front desk resulting in a fast room change and a satisfied guest. This event also showed me in a way why maintenance service so directly impacts the guest experience (i.e. each repair equates to a problem in one’s comfort level or hotel brand perception) and also got me to view the maintenance department more as a front-line part of the overall satisfaction puzzle.
4. Abstract Conceptualisation
The experience showed me how servant leadership affects management because leaders who follow this approach make employee happiness and guest satisfaction their main priorities. The research by Teng and Wu (2023) demonstrates that servant leadership leads employees to become more initiative-taking and team-oriented in their hotel work. James displayed servant leadership by making guest satisfaction and team member confidence his top priorities while handling the stressful situation.
Elkhwesky (2022) explains that hospitality management success depends on both direct communication methods and staff members who remain composed during emergency situations. James maintained his composure while he directed me and delivered updates to the front desk.
The two-factor theory of Herzberg which Giousmpasoglou (2024) explains through his work shows that recognition serves as a motivational factor. The instant recognition James gave me for my work effort increased my dedication and self-assurance. The incident reminded me of Deming's (Al-Ababneh, 2021) principle which states that every operational failure should result in process enhancement.
The learning cycle of Kolb helped me link the concrete experience of the breakdown to reflection about guest empathy and then to conceptual understanding of leadership and motivation theory and finally to future experimentation with new systems and preventive planning.
5. Active Experimentation
I started making operational changes with James to stop similar problems from happening again after this incident:
1.	Improved Spare-Part Management:
We examined the necessary spare parts and developed a par-level stock system for HVAC components. The updated system maintained essential parts in stock at all times.
2.	Enhanced Preventive Maintenance:
We developed a daily equipment assessment system and scheduled monthly checks for heating and cooling equipment during times when guest numbers reached their highest point.
3.	Improved Interdepartmental Communication:
I started to notify reception staff about every guest-related task completion so they could finish the service log and provide immediate updates to guests.
The implementation of these measures showed me how consistent communication affects guest satisfaction and how departmental coordination leads to better operational performance and hotel reputation.
I managed the second HVAC breakdown incident with greater assurance by keeping reception staff updated about the delay and checking on the guest while delivering progress reports until the problem was fixed. The hotel's professional approach became more evident to guests because of my proactive handling of the situation which stopped their frustration from building up.
6. Three-Step Improvement Plan – HVAC Response and Prevention
1) Preventive Maintenance and Par-Level Parts Inventory 
The maintenance team could create and strictly follow a monthly preventive maintenance schedule for all HVAC units. In addition, they can maintain par-level (minimum) stock for essential parts. This will help to have the required part available at hand to speed up the repairs and to reduce the unit downtime when the property has high occupancy.
2) Transparent Service-Level Communication Agreement (SLA) 
Management should set a standard response and update time SLA between the maintenance team and front office staff. For example, a 15-minute response and a 30-minute update on the progress. This SLA will ensure the teams are acting as per the best practice, and the updates on the progress are made known to the guests, providing transparency.
3) Leadership Micro-Training Sessions 
James could host micro-training sessions to practice calm communication, delegation, and empathy in handling emergencies. According to Giousmpasoglou (2024), micro-learning boosts confidence, enhances teamwork, and, in the long run, improves the guest experience consistency.



7. Conclusion
This incident allowed me to learn that service is not only a visible front-line activity, but rather that it also encompasses the unseen essential work which occurs in order to provide an environment which is both comfortable and reliable. I also gained insight from how James remained calm and in control, which demonstrated to me that not only technical skills but emotional intelligence are required for service excellence.
Relating this experience to the OB model allowed me to gain a deeper understanding of concepts such as motivation, communication and teamwork in a high-pressure situation, and also to become aware of how and why preventive measures and collaboration can help in protecting both customer satisfaction and the continuity of operations.
In my future career, I will definitely use these learnings by promoting open communication, employing preventive strategies and leadership with empathy, all of which are necessary qualities for long-term success in hospitality management.
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