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[bookmark: _Toc200738452]Introduction 
This reflective learning log will examine my ten-week placement on the Maintenance Department at Novotel Birmingham. I will use Gibbs' Reflective Cycle to analyse my work experience, which included prioritising tasks, team briefings, discussions, and safety procedures I undertook. I will focus on my technical strengths and areas for development. I will determine gaps in management by reflecting on my performance, safety practices or breaches, and the relationship of teamwork and culture. Finally, I will recommend an improvement plan to increase response times and increase guest satisfaction. 
[bookmark: _Toc200738453]Section 1: Role Reflection 
[bookmark: _Toc200738454]1.1 Description
In my capacity as a Maintenance Assistant, I prioritised and ordered work orders in the maintenance system. I was also responsible for identifying electrical faults, performing plumbing, and carpentry repairs. Each day started with a meeting with my supervisor, who would divide tasks based on urgency. We would also briefly discuss safety challenges and guest experience. I work with the housekeeping team to schedule repairs that required access to a guest room, while ensuring my work would not interfere with their stay. 
[bookmark: _Toc200738455]1.2 Feelings
In the beginning, I felt confident in my technical training, but at the same time worried due to the number of requests I received simultaneously. I particularly felt anxious about tasks regarding customers’ safety.  As I become familiar with the property systems and after receiving some positive feedback about my accuracy, my nervousness decreased, and I started to feel more confident in my abilities. 
[bookmark: _Toc200738456]1.3 Evaluation
There were a few positive aspects of my performance. I achieved an average response time for work orders of less than forty-five minutes against the group's goal of sixty minutes. I also logged my completion details in the system accurately, improving report reliability by 20%. Nonetheless, when receiving tasks from other teams, I deferred escalation and did not inform the supervisor of my limits. This created some delays and made me feel anxious due to increased demands. One example is when two air conditioning units stopped working. When presented with the request to seek help, instead of escalating, I allowed a 30-minute delay in downtime for the guestrooms.

[bookmark: _Toc200738457]1.4 Analysis
My technology expertise was insufficient. There were times that effective maintenance mentorship required me to decisively delegate tasks and clearly communicate phases of workload. My supervisor learned that giving the technicians a voice in prioritising tasks produced shared engagement and expedited service delivery by engaging more appropriate resources (Yukl, 2017). Conversely, my reluctance to verbalise that I may need assistance, drew the task distribution poorly and inadvertently extended the operations. This episode highlighted the importance of transparent communication and sharing problems with the team as soon as they arrive. According to Robbins and Judge (2019), teamwork and communications significantly increase technical execution in maintenance teams. 
[bookmark: _Toc200738458]1.5 Conclusion
This reflection demonstrates the need for clear communication and recognising my own limits. Overall, the team can maintain quality standards of service delivery and remain compliant with safety by communicating workload challenges and collaborating. 

[bookmark: _Toc200738459]1.6 Action Plan
To improve my practice, I aim to implement the following SMART actions:

1. Create a to-do list with necessary time for each task every day. This will help me recognise when I am not capable to take more work. 
2. Conduct an informal meeting with my colleagues once a month. This will help me know my colleagues better and improve collaboration.
3. Read a report about maintenance trends in the hotel industry to polish my technical knowledge (two reports per month for the next six months).
[bookmark: _Toc200738460]Section 2: Management Performance and Guest Impact Analysis 
[bookmark: _Toc200738461]2.1 Management Styles
Democratic leadership involves consulting employees for input in the prioritisation of work orders. During my placement, this was well imposed by my supervisor, who ensured we are involved in the decision-making process, but also offered the required guidance. This situational approach is consistent with Management and Organisational Behaviour theory, which advocates adapting leadership behaviours to specific situations, in order to maximise team effectiveness (Tannenbaum & Schmidt, 2016). Technicians expressed a greater motivation when consulted, although they agreed that clear instructions were required in the case of imminent events to avoid delay.
[bookmark: _Toc200738462]2.2 Culture and Collaboration Across Teams
A positive work culture enabled staff members to offer suggestions for improvement without fear of retaliation, creating psychological safety (Edmondson, 2018). One result was a recommendation from a technician to reprogramme air-handler schedules to better accommodate guests in upper‐floor rooms. Nonetheless, on occasions language barriers hindered emergency communication (Armstrong &Taylor 2014). There was an instance, when one of my colleagues did not properly understand the information provided by my supervisor and failed to inform me. However, this is understandable in multicultural teams and can be overcome if all parties collaborate. 
[bookmark: _Toc200738463]2.3 Guest Experience Link
While maintenance is often not seen by guests, it is an essential part in providing them with the best experience at Novotel. One example was when the audio-visual equipment in a corporate meeting room broke down. In a matter of 20 minutes, the engineering support solved this issue. It is important to recognise maintenance issues happen, but solving them quickly increases guest satisfaction and maintains the hotel‘s service quality (Barsky & Nash, 2017).
[bookmark: _Toc200738464]Section 3: Service Improvement Plan
[bookmark: _Toc200738465]Identifying the issue
Our average response time was 120 minutes, which is twice the industry benchmark of 60 minutes. This resulted in guest complaints and delaying events (Smith & Tan, 2018). Below I propose various way to solve this issue.
[bookmark: _Toc200738466]Step 1 – Prioritise Tasks 
Within the computerised maintenance management system (CMMS) create three groups: Critical (safety and event critical); High (guest comfort); Standard. This clarifies the criteria for allocating resources and being able to categorise work orders quickly and efficiently will reduce response times by as much as 40% (Hosseini et al., 2019).
[bookmark: _Toc200738467]Step 2 – Mobile access to CMMS
Provide technicians with tablets that link to the CMMS, allowing real-time updates, photos, and immediate sign-off. Previous studies have shown that mobile access can increase productivity by 25% and reduce communication delays (Al‐Najjar & Alsyouf, 2015).
[bookmark: _Toc200738468]Step 3 - Weekly KPI reviews
The team should create a simple dashboard outlining work order response times, completion rates, overdue work orders every week. During the debrief meeting, this dashboard would allow the team to identify went well and what requires more attention. A transparent approach to reviewing KPI's opens lines of accountability and triggers continuous improvement (Robbins & Judge, 2019).
[bookmark: _Toc200738469]Conclusion
My role in the Maintenance Department of Novotel Birmingham highlighted the relationship between technical knowledge and soft skills like communication and collaboration in providing excellent guest experience. Reflecting through Gibbs' Model, I acknowledged that assertive communication and structured delegation were essential in this role. The improvement plan I recommended was prioritisation in order of priority, remote access to a mobile CMMS, and assessment of key performance indicators on a weekly basis. This plan is based on both my observations and evidence-based literature aimed at improving guests' response times and satisfaction. 
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