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[bookmark: _Toc213500095]Introduction 
I was a Level 6 student on a placement with Novotel Sheffield, and I was working in the Guest Service Operations section, which includes Meetings and Events, housekeeping coordination, and support of the public areas. The department offers meeting-room arrangements, event-refreshing services, guest-service queries and coordination between the housekeeping, maintenance and front-office departments in order to provide seamless experiences to business and leisure customers. During my time in the placement, I noticed a common problem: a lack of synergy among teams during peak event turnover, resulting in delays and pressure on services. This reflection critically examines the problem using Gibbs' Reflective Cycle (1988), and based on the Level 5 module on Management and Organisational Behaviour, I will suggest evidence-based improvements.
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This reflection report uses Gibbs' Reflective Cycle (1988) to systematically analyse my placement experience (Pieper et al., 2020). It will take place through six steps of reflection, including description, feelings, evaluation, analysis, conclusion, and action plan, by guiding reflection to the next level of critical thinking to convert real challenges in the workplace into something valuable to learn and grow as a professional.
The busiest time of my placement was breakfast between 8:00 and 9:30 a.m. at Novotel Sheffield. Although the demand of guests can be predicted, the shift was allocated one chef only, which placed an instant strain on operations. The General Manager (GM) also came to the rescue a few mornings to assist with food preparation and oversee front-of-house service. Although this short-term assistance avoided a total breakdown of the services, it brought to light ineffective delegation, role confusion, and ensured no plan was made. Thus, food delivery became slower, trays of buffets were filled quickly, and settings were postponed, putting a strain on the staff and customers.
Initially, I liked the action of the GM to intervene, which is how I viewed it as supportive leadership. As the trend persisted, however, I realised that there were underlying organisational problems under this intervention. I started to feel frustrated and underestimated, in particular, when there was no certainty in distributing work, and the era of appreciation was limited. These feelings were consistent with the Maslach and Leiter burnout model, in which exhaustion, cynicism and a lack of efficacy are manifested in cases when workers do not feel supported (Pehlivanoglu et al., 2024). Being a placement student who wanted to learn, I was not allowed to do anything but repetitive work, and poor communication made me feel constrained. This experience has helped me realise how leadership behaviour has a direct impact on motivation, morale and learning opportunities.
There were strengths and weaknesses of the situation. Short-term crisis management was exhibited when the GM intervened and avoided total collapse of the service. Nonetheless, it also indicated a prevailing situation of reactive leadership, as opposed to systematic oversight, which hurt motivation and experience with the guest. Based on the Two-Factor Theory proposed by Herzberg, the lack of motivators, i.e. recognition and development, decreased the level of satisfaction, and the weak supervision caused hygienic factors that resulted in dissatisfaction (Herzberg, 1959). As a guest, the dimension of SERVQUAL reliability was diminished by delays, which decreased the perceived service quality (Njelita and Opara, 2023). This experience helped to realise that without proper staffing and delegation, employee morale, as well as the satisfaction of the guests, declines.
As Jones (2008) points out, the way of operation in guest service functions is to have a well-organised system that facilitates coordination, cleanliness and supervisory clarity. This lack of structure was manifested in the Novotel Sheffield breakfast service. The number of scheduled chefs during the busiest period was only one, which automatically made demand and capacity unbalanced. This indicated reliance on crisis intervention, but not strategic staffing, although its application was not in line with successful guest service operations since the GM intervened. Walker (2021) emphasises that the level of guest satisfaction depends on the effective alignment of the departments, but the communication between the management, service team, and the kitchen was uneven and was causing unnecessary delays.
As stated by Wood (2013), operation excellence relies on communication and a well-developed culture of service, which was undermined by the lack of clarity in delegation. Using the Action-Centred Leadership methodology by Adair (Aburahmah, 2021), the imbalance was apparent: the focus was on the task needs, whereas the team coordination and individual support were not taken into consideration. This is comparable to the produce or perish style of Blake and Mouton (1964), where short-term outcomes outweigh the staff's well-being and usually lead to long-term demotivation (Doring et al., 2024).
Interaction was also influenced. In the model of employee engagement proposed by Kahn (1990), meaningfulness, psychological safety and availability are needed in employee engagement, but repetitive crisis management and little recognition decreased autonomy and motivation (Mohd & Pan Nai Ming, 2024). Equally, Zingers' (2009) engagement cycle emphasises recognition as a source of energy that is not present in this case (Cook, 2024).
In the eyes of the guests, the orientation of SERVQUAL towards responsiveness, reliability and assurance proved to be compromised, since wait times and poor feedback and communication introduced service gaps (Njelita and Opara, 2023). The lack of a clear bottleneck between the kitchen and floor reveals a major point of vulnerability of service blueprinting that Wynn and Jones (2022) make when stating that demand and capacity misalignment is a vital vulnerability. Whereas hotels like Hilton and Marriott rely on digital dashboards and team huddles to enhance coordination (Cousins et al., 2023), at Novotel, sustainable solutions were not possible due to the reactive nature of the management based on heroic actions.
As an action plan I would introduce daily 5-minute huddles between the kitchen and housekeeping liaison and service teams to ensure that the number of guests, room arrangements, food requests and role assignments are correct. This should be viewed as industry best practice in other hotels, such as the Hilton and Premier Inn, where team huddles are reinforced. I will monitor progress by the shortened delays of breakfast, decreased last-minute changes and communication in departments.
Furthermore, I would create a rudimentary common digital dashboard (based on PMS notes or Teams) that displays real-time room turnover, meeting-room preparation and food preparation status. This goes hand in hand with the modern technologies of guest service adopted in large hotel chains. The monitoring will be done through monitoring the decrease of the error rate, quicker room preparations and better communication between the back and the front of the house staff.
And finally, I would advise supervisors to have monthly coaching sessions on delegating workloads, communication, motivation and situational leadership. This will equip the team to cope with peak times without having to rely on a managerial intervention that is reactive in nature. I will measure success by the fact that the staff will be more engaged, the roles will be performed more regularly and more responsively during the peak times related to guests.
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This position brought out the fact that guest service operations require aggressive leadership, effective communication together with resource distribution. The repetitive use of reactive managerial assistance identified the inadequacy of staffing and ineffective coordination as the underminer of the motivation of personnel and customer satisfaction. The connection of this experience to my Level 5 module, Management and Organisational Behaviour, allowed me to realise the role played by organised delegation, involvement and supervisory planning. Comprehensively, the reflection broadened my perspective on the way operational bottlenecks are created and the way leadership behaviour influences the service quality. To continue, I would use proactive communication, better practices of capacity planning and recognition as my means of improving team performance and guest experience.
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