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1. [bookmark: _Toc213942871]Introduction
During my placement at Coldra Court Hotel by Celtic Manor, Newport, I worked within the Front Office department, where daily coordination with Housekeeping was essential for delivering a seamless guest experience. Although my primary role focused on reception duties, I observed how operational efficiency depended heavily on clear communication, accurate room-status reporting, and leadership responsiveness across departments. The hotel’s four-star standards reinforced the expectation that guest needs—whether routine or unexpected—must be met with professionalism, empathy and timely action.
A specific incident involving an early guest arrival before rooms were ready highlighted the importance of interdepartmental collaboration and flexible decision-making during peak operational pressure. This learning log reflects on that event to evaluate how leadership style, communication systems and personal behaviour influence guest satisfaction. Applying Kolb’s Experiential Learning Cycle (1984), and drawing on theories from Management & Organisational Behaviour, I analyse how this experience shaped my supervisory competencies. The reflection demonstrates how theoretical principles, combined with real-time problem-solving, contribute to developing a guest-centred service culture at Coldra Court Hotel (Coldra Court Hotel, 2025).
2. [bookmark: _Toc213942872]Description and Analysis of the Incident
During one morning shift at Coldra Court Hotel by Celtic Manor, a guest arrived at 11:00 a.m., five hours before the official 4:00 p.m. check-in time. The guest had travelled overnight for a business meeting and appeared fatigued. As the Front-Office Assistant on duty, I checked the reservation in Opera PMS, which showed the allocated room as “Dirty”, since housekeeping had not yet completed post-check-out servicing—the standard check-out time being 11:00 a.m. Recognising the guest’s situation, I engaged in reflection-in-action by contacting Sylvia, the Housekeeping Manager, via radio to request prioritisation. She swiftly reassigned a room attendant through her rota app and updated the task status in Opera, confirming completion within thirty-five minutes. Meanwhile, I offered the guest complimentary coffee and regular progress updates until the room was marked “Inspected” at 11:35 a.m.
This incident highlighted how effective interdepartmental communication and leadership flexibility directly influence guest satisfaction. Smooth coordination relied on both technical systems (Opera PMS for room readiness and Infraspeak for maintenance checks) and human behaviours such as empathy, initiative, and mutual respect between departments. According to Johnston et al (2012), seamless service delivery depends on cross-functional collaboration and information flow between front- and back-of-house teams.
Sylvia’s decision to reprioritise the cleaning schedule demonstrated traits of transformational leadership, particularly individualised consideration and inspirational motivation (Bass, 1999). By responding empathetically and communicating clearly, she built trust and maintained morale within both teams. In contrast, a purely transactional leader focused on rules and timetables might have refused flexibility, risking guest dissatisfaction. This aligns with concepts explored in Management and Organisational Behaviour (Mullins and Rees, 2023) and Introduction to Hospitality Management (Walker, 2021), which associate adaptive leadership and empowerment with higher service reliability.
Through Kolb’s (1984) experiential learning cycle—experience, reflection, conceptualisation, and experimentation—I transformed an operational challenge into professional growth. As noted by Sugarman (1987), the model fosters self-awareness and the ability to apply theory to practice. This reflection reinforced the importance of proactive communication and leadership responsiveness in enhancing the overall guest journey.

3. [bookmark: _Toc213942873]Evaluation and Learning
Reflecting on this experience, I recognised how critical interdepartmental empathy and leadership style are in maintaining guest satisfaction. Initially, I felt under pressure to satisfy both the guest and the housekeeping schedule. My instinct was to apologise and explain that check-in was officially at 4:00 p.m., but observing Sylvia’s proactive leadership reframed my thinking. Her swift, people-centred approach demonstrated how trust-based leadership can empower quick decisions without compromising standards. As Walker (2021) notes, service leadership in hospitality depends on flexible managers who can interpret policies in ways that still meet guest needs.
Emotionally, I experienced both anxiety and relief: anxiety over balancing guest expectations and operational realities, and relief once the issue was resolved smoothly. This aligns with Johnston, Clark and Shulver (2012), who stress that emotions are integral to service delivery because guests perceive quality through staff responsiveness. I learned that managing my emotions—remaining calm, empathetic, and confident—helped sustain a positive service atmosphere even when faced with uncertainty.
From a theoretical standpoint, the event confirmed that transformational leadership behaviours (Bass, 1999) motivate staff more effectively than transactional ones. Sylvia’s willingness to adjust priorities reflected individualised consideration and intellectual stimulation, which encouraged me to act proactively in future situations. Linking this to the Management & Organisational Behaviour module, I can see how leadership theories translate into everyday decision-making within hospitality operations.
Applying Kolb’s (1984) experiential learning model, I have already begun implementing the active experimentation stage. When anticipating early arrivals, I now check Opera PMS for potential conflicts and inform housekeeping early in the day, reducing guest wait times. This demonstrates the development of situational awareness and initiative, competencies emphasised by Mullins and Rees (2023) as essential for supervisory progression in service organisations.
Ultimately, this reflection deepened my understanding that effective service leadership blends procedural efficiency and emotional intelligence. It has encouraged me to pursue further learning in communication strategies and leadership development, aiming to embody the proactive, empathetic management approach that defines high-performing hospitality teams.

4. [bookmark: _Toc213942874]Action Plan 
To consolidate this learning, I developed a three-step improvement plan focusing on communication, leadership development, and proactive coordination between Reception and Housekeeping at Coldra Court Hotel by Celtic Manor.

[bookmark: _Toc213942875]4.1 Step 1 – Structured communication and pre-arrival alerts.
Reception staff should run an Opera PMS early-arrival report at 10:00 a.m. daily, then send a brief message to the Housekeeping Manager through the internal chat or radio channel. This would allow Sylvia’s team to plan priority cleans in advance. According to Johnston, Clark and Shulver (2012), accurate information sharing is vital to synchronise service delivery across departments.

[bookmark: _Toc213942876]4.2 Step 2 – Mini briefings to strengthen leadership culture.
A five-minute interdepartmental briefing each morning could reinforce task priorities, safety issues, and guest expectations. Such briefings create a micro-moment of transformational leadership by sharing goals and motivating staff (Bass, 1999). In line with Mullins and Rees (2023), participative communication enhances engagement and accountability, reducing stress during high-volume turnovers.

[bookmark: _Toc213942877]4.3 Step 3 – Reflective follow-up and feedback.
After each shift, a short post-service reflection log can be completed jointly by Front Office and Housekeeping supervisors, recording delays or improvements. This promotes double-loop learning—adjusting both behaviour and process, consistent with Kolb’s (1984) experiential cycle. Over time, these records could feed into a staff development workshop on interdepartmental service excellence.

5. [bookmark: _Toc213942878]Conclusion
This reflection demonstrated that the quality of guest service at Coldra Court Hotel depends not only on operational procedures but also on leadership style, communication clarity and collaborative culture across departments. The early-arrival incident revealed how transformational leadership behaviours—such as empathy, flexibility and timely prioritisation—strengthen trust, reduce guest frustration and create a more supportive working environment. Observing Sylvia’s leadership reinforced my understanding of Management & Organisational Behaviour theories and clarified how they translate into decisions made under pressure.
Through Kolb’s (1984) experiential cycle, I recognised the importance of emotional control, situational awareness and proactive communication in delivering dependable service. The experience has strengthened my confidence in handling guest concerns and has influenced how I approach pre-arrival checks, coordination with Housekeeping and real-time problem solving.
Moving forward, I aim to develop my supervisory capabilities by applying structured communication practices, reflective techniques and leadership behaviours that promote teamwork and operational consistency. Ultimately, this placement has reinforced my commitment to delivering guest-centred service and contributing to the high hospitality standards described by Walker (2021).









6. [bookmark: _Toc213942879]References
Bass, B.M. (1999). Two Decades of Research and Development in Transformational Leadership. European Journal of Work and Organizational Psychology, 8(1), pp. 9–32. Available at: https://doi.org/10.1080/135943299398410 (Accessed 15  October 2025).
Coldra Court Hotel (2025). About Coldra Court Hotel – The Celtic Collection. Available at: https://www.coldra-court.com/home/about/ (Accessed 15 October 2025).
Johnston, R., Clark, G. and Shulver, M. (2012). Service Operations Management: Improving Service Delivery. 4th edn. Harlow: Pearson Education.
Kolb, D.A. (1984). Experiential Learning: Experience as the Source of Learning and Development. Englewood Cliffs, NJ: Prentice Hall.
Mullins, L.J. and Rees, G. (2023). Management and Organisational Behaviour. 13th edn. Harlow: Pearson Education.
Sugarman, L. (1987). Book review: Experiential Learning: Experience as the Source of Learning and Development by D.A. Kolb. Journal of Occupational Behaviour, 8 (4), pp. 359–360.
Walker (2021). Introduction to hospitality. Eight, Global edition. Harlow, England, Pearson. 



