Considering the missing communication in a workplace situation and in the class roll play
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Introduction:
When we take a new job, we can check the company, what they can offer us, like salary, benefits, location.  But unfortunately, we are not able to check some key things for example how well the teamwork fits, how are the colleagues, how is the communication between the departments. That parts are very important for to do the job, that things are make more comfortable the staff and give them more confidence. 
The Athenaeum Hotel can provide every basic thing, which is making the employees happy like the benefits, excellent training ang development system, competitive salary, friendly staff. These are important things, but for the good working it is not enough. The well-organized workplaces are paying attention to the good communication and for the fluent team work as well.
The propose of this report to analyze one situation, which is created a huge complain about the service in the hotel. The situation is based on the missed communication between two departments, which is one of the most important part in the hospitality business. And also, to analyze my class play roll act, which is based on my complaint situation. In the analysis help me the Kolb’s learning style, Gibbs reflective cycle and the learning styles.

Main Body:
“In the most companies they are have many different departments that work together to keep the business running as effectively as possible.” (B Gough, J Gough, 2008, 293PP)
In the Hotel hospitality business one of the most important department is the housekeeping, this division need to communicate with the rest departments, because they give the information’s for the Housekeeping, how they can manage the daily tasks.
Sometimes this connection is missing, if the departments are not able to communicate with each other, that can create some issues. Exactly that is happening in my workplace unfortunately day by day. I am a floor supervisor in the Athenaeum Hotel and Residences, actually, one of my job parts is very easy, I must follow the predefined information’s. That data is coming from the reception, sadly, they often miss to pass the information’s for us. 

[bookmark: _Hlk7901854]Interpret the situation by Gibbs reflective cycle:

Description: 
I was getting a complain, because I didn’t have any information about the guest. That guest has some special request when he is staying in our hotel. He is a regular client, that means, we know very well his needs. Even so, one times we didn’t prepare for him the requested things. The front office didn’t pass the information which room is will be his room, and for this reason I cannot provide for him his request. He did complaint, which is make an unpleasant situation.  I would like to analyze what is happened exactly, and why, who made a mistake and how we can fix that returnee issue. 

Feelings:
This issue makes me feel very bad, because it is looks like I am not doing well my job. Every day is a challenge in that position, and that is my main reason why I like to do that job. I strongly feel I am able to manage every situation, and also, I can learn for every issue something. But in the same time, when something wrong happening, and I cannot control the situation, I was felt myself very frustrated. For me the most irritating thing, I have to take the responsibility about the complaint, but I wasn’t wrong. And also, I was disappointed, because my manager didn’t protect me, he asked me to do another departments job to prevent the next similar incident. I was expecting for completely different reaction from him. 

Evaluation:
My first reaction it was not too much, I was agreed my managers idea, because I was felt, I cannot do anything with the situation, and I was very disappointed. After, when I had time to think about the issue, with clear head, established my own opinion.  My head housekeeper was deal with the situation very professionally. He knows what the basic problem and he is know the solution as well. The different between us is the reaction, I was taking personally the issue, while he was able to step back and thinking clearly. He treated the situation calmly, because he has to keep in mind the interest of the hotel. I had a different opinion, because I can see the problem in the different view. After the issue the only think which is changed, the Housekeeping supervisor team has to taking care about the allocation, which is not our job. A few days later my Head Housekeeper was coming up with one idea, which is changed a lot between the front office and Housekeeping department. The idea it was, great and in the same time very simple as well. 



Analysis:

After the complaint, I needed a few days to see clearly the situation, because I was felt too insulted. I am still thankful for my leader, because he was kept calm and he show me the way how I need to manage the situation if it will be happening again. I have significantly improved my particular problem skill. This knowledge could be important to me for the future, because now I can manage every same situation or complain. I get some new experience about, how to do the allocation for the new arrivals. In the first time for me the significant aspect was the injustice. I have learned, I do not have to take everything personally, and I need to concentrate to the prevention, if possible. A few weeks after the complaint, the management organized one workshop. In that workshop was every department participated. It was very helpful for us, we had chance to speak about the communication problems between the divisions. I cannot tell all the problem was solved, but I like this demonstrated, we can work on it, and I think, not so bad to beginning. That experience taught me the team work is the most important thing in the hospitality.

Conclusion:

In retrospect for the events, I see the things differently. I should have done the allocation, for the guest. It was not my responsibility, but if I did, we would not have the complaint. And also, I learned about the incident, I have to trust for my manager, he will help us, if we need.


Action Plan:

In the future, I will cooperate with the front office and if I have opportunity, I will help for them work, because it will be help for me and my department as well. And the most important, now I know my behavior I have an impact for my colleagues.” All group in which you work potentially vehicles to learning for yourself and others. You may not have thought about the groups or teams to which you belong in those terms, so it may be unlikely that you have thought about your own behavior in such groups in terms of facilitating learning by yourself and others.” (Alan Mumford, 1995, pp23)

Learning Styles:

 Everyone can learn in the different way, whit the Honey and Mumford Learning Style Questioner, everybody can get a clear picture about their learning style. That system distinguishes 3 different learning styles: the activist, the theorist, the pragmatics and the reflector learning styles. I belong to the pragmatic learning style “group”. “The Pragmatic learning style characterization: These people need to be able to see how to put the learning in to practice in the real world. Abstract concept and games are of limited use of unless they can see a way to put the ideas in the action in their lives. Experimenters, trying out new ideas, theories and techniques to see if they work.” (www.2.le.ac.uk)
I can deal very easily with the problems, I trying to find the solution soon as possible. This feature was helped for me to solve the problem with the front office, but unfortunately it was taking more time for me. That is one of my features, which I have to improve. 

Analyze the play roll situation with Kolb Learning cycle:


Concrete Experience: 
In the class room, we had a play roll situation about the complaint position. I Was spending a lot of time to choose the perfect act and to prepare the play roll for the assessment day. I did first time, because I know how my behavior in the stressful situation is. I did not have too much experience to speak not in my first language in public, it was my biggest fear, against this the play roll went very well. 

Reflective observation:
The play roll was very stressful for me, because as I mentioned above, I am shy to speak in English in public. I wanted to be done it very quickly, that is why I choose the early appointment. I was really excited, in the first one minute, after I calmed down and I was started to enjoy the game. My classmates were attentive and interested, and they were making me calm. After my roll play, my colleagues are evaluated my performance. They were very nice, actually I think too kind, they were concentrating only just the thinks, which are went well. 


Abstract conceptualization:

In retrospect, I was overthinking that assignment. I am already mentioned; I was spent plenty of time to prepare the play roll. I was modified my play roll more than 3 times, and, in the end, I went back to my first idea. I was learned from that situation, I need to be more confident, I have to trust in my ability. That is mean, I have to progress step by step, I should not expect too high expectations from myself. I have to try to take a bit easily the challenges, because I liable to panicking. That act was making me a bit confidence.

Planning Active:
In the future, I can use my experience about the roll play, in my personal life as well. It was a great opportunity to see how I can deal with stressful situations. The roll play and the real complain situation were shows me the same, I need to keep myself calm, and I have to concentrate to solve the task. It is challenge, which is giving a good ground for the development. 
Conclusion:
The propose of this handout, to analyze one situation, which is based on the missed communication. I approached the situation from two different points of view. In both cases shows, the experience helps a lot to solve the problematic situations. This report is show, how important is the learning styles, in my case, the pragmatic learning style. “Pragmatists need clear guidelines for assessments, and to be clear what is required.” (www. marketingcollege.com) It is the biggest moral from my analysis, I have to learn, how can I use my theorical knowledge in the real life. 

Appendices:
Play Roll for Community Engagement 18/04/2019


HH: Good Morning. How are you?
Me: Good Morning. Good, thank you. And you?
HH: I’m fine, thank you. Can you come, please to my office? I would like to speak with you.
Me: Yes, of course.
HH: Pleas, take a seat. Well, you got a huge complain yesterday. I would like to speak with you about this complain. Do you know what I mean?
Me: Yes, I think, about the room 215?
HH: Yes, can you tell me the details?
Me: So, yesterday I was on charge, when I did the supervisor list, I had one unlocated room. The guest is Mr. Huber, he is a regular guest, he prefers to stay in the room 404, because he like the super king size bed, but because the room 404 was occupant, the reception did not do the allocation for him.
[bookmark: _GoBack]HH: Did you ask them, to do the allocation?
Me: Yes, I was spoke with Marina, and she told me, because, we are full, they need more time to figure it out, witch room will be the perfect for him. She promised me, if the allocation is done, she will call the floor supervisor. In the morning meeting, I was informed the supervisors, about the issue.
HH: Are you sure, they didn’t call us back?
Me: Absolutely, because the 2. Floor it was my floor yesterday, and no one called me, because of Mr. Huber.
HH: Why did you checked the rooms yesterday? Who was on the office? 
Me: We was extremely busy yesterday, I had to take some rooms, because the hotel was full. I informed everyone, the office is not available, if they need something, they can call me on the deck phone.
 So, around 13:00 pm I called them again to ask what the situation with the allocation, because, we used to prepare for him special amenities, in the bathroom.
HH: What they told for you?
Me: They just told me the allocation still not done, if they have any information, they let us know. Later, around 15:30 pm, the duty manager called me, they checked in Mr. Huber to the room 215, and he is very disappointed, he did complain because of the bed. I told for her, I cannot do anything, because the room 215 is a twin bed room, they have move him out to another room. We chose together with the deputy manager one another room with super king size bed, and we customized the room for him. The reception offered for him a complimentary diner, because of the issue. 
HH: Ok, I will speak with the front office manager, thank you for your cooperation. It was happened because of the pore communication, and this is not the first time. But I have a request, if we know the reception is not on the top, we must support them, especially the morning times, if some booking was not allocated, we must do the allocation, this is team work.  We must keep the good connection with the other departments.    

Me: Well, if I understand correctly, you are asking for me, to help them. I don’t think so, this is the good way, they have to organize their departments works, it is not a big challenge, they just must share the information’s with us, and with the rest of the department. Honestly, I don’t want more job and more responsibility, I’m here to deal with our team, and take care to my section, make our guest happier, do the guest requests, not to do front office jobs.
HH:  Well, I didn’t ask you to do mare job, or take more responsibility, I’m asking you to help for us, to do easier our job, just till we can’t find the solution to the situation. Will be a few weeks and we go back to business as usual, and in that short period, I would like to ask your help. That is acceptable for you? Can I count with your help?
Me: Of course. I will do my best.
HH: Thanks a lot, if you need any help, do not hesitate, let me know.
Me: All right, thank you. 
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