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I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
This report will analyse a critical incident I observed during my Level 6 placement at the Novotel London Blackfriars. The incident began at approximately 13:00 at the Front Desk. The receptionist, Dennis, was working under high-pressure conditions with a large queue of guests. He was communicating with the housekeeping supervisor, Gianina, via a group chat about the status of room 1302. Gianina had replied that the room was "still in progress."
However, due to the chaotic environment, Dennis missed or misread this message and believed the room was inspected and ready. He proceeded to check in the guest, Mr. Anntonio, who was pleased the room was available.
The guest then went to the 13th floor. As he approached room 1302, he found the door open and the room attendant, Iulia, was still inside cleaning. The guest, Mr. Anntonio, was confused and showed Iulia his key card. This was the moment a "service failure" became official.

Observed Recovery Actions
The recovery process I then observed (and later investigated) was remarkable and involved seamless teamwork from multiple departments.
1. Iulia (Room Attendant): Did not panic. She immediately apologised, professionally explained the situation (10 more minutes), and contacted her supervisor, Gianina, who was nearby.
2. Gianina (Housekeeping Supervisor): Apologised and took immediate ownership. She offered the guest the solution of leaving his luggage in the room. She simultaneously contacted the Front Desk to inform them of the error.
3. Athina (Front Office Manager): Speaking to Gianina, Athina reinforced the solution-based approach, offering luggage storage in the main store as an alternative. Her focus was on guest comfort, not on blaming Dennis.
4. Iulia (Proactive Empowerment): In a crucial, unprompted action, Iulia saw the guest's lingering awkwardness. She proactively asked Mr. Anntonio if he would like any special items (extra water, coffee, slippers) placed in his room for the inconvenience. The guest requested sparkling water.
5. Athina & Dennis (Front Desk): When the guest returned to reception, both Athina and Dennis apologised sincerely for the mistake. Athina then offered a tangible recovery token: a complimentary drink voucher for the bar to use during their short wait.
6. Iulia (Exceeding Expectations): When Mr. Anntonio finally got to his room, he found that Iulia had left more than he asked for (a full selection of complimentary drinks).
Outcome: The guest was "very understanding," appreciated the team's speed, and stated he was happy. He later left Iulia a £10 tip and a "beautiful message."

Academic Analysis & Self-Reflection
This incident is the focus of my log as it perfectly demonstrates the theme of "Culture & Teamwork" and links directly to my Level 5 'Personnel Resourcing & Development' module.
Key Issue & Significance: The key issue was not Dennis's mistake. The key issue was the flawed communication process—using an informal group chat for critical room-status information is a systemic failure (Johnston et al., 2012). However, the significance of this event is that a positive service culture completely triumphed over a failed operational process.
Theoretical Links (L5 Personnel Resourcing & Development): My Level 5 module taught me that HR is not just administration; it is about building a "service climate" (Schneider and Bowen, 1995). This incident was a perfect example.
1. Empowerment (Iulia): The star of this recovery was Iulia, the room attendant. She was not afraid of the guest; she felt empowered to speak, to apologise, and, most critically, to make a proactive offer. As Lashley (2001) argues, empowerment is not just giving staff permission, but creating the trust and "psychological safety" where they feel confident to take initiative. Iulia’s actions demonstrate a culture of high trust.
2. Teamwork (The 'No-Blame' Culture): The teamwork between Housekeeping (Iulia, Gianina) and Front Office (Dennis, Athina) was seamless. At no point did anyone "blame" Dennis. The entire team, from the manager to the room attendant, swarmed the problem, not the person. This is the opposite of the "silo mentality" that often plagues hotels (Jones, 2008) and is the sign of a healthy, high-performing service culture.
Personal Reflection (L4 vs. L6): As a student on placement, my role was to observe this. During my Level 4 placement, I witnessed similar mistakes, and the immediate reaction was always fear and blame. Staff would hide problems to avoid being "shouted at." My Level 4 self would have been terrified for Dennis.
My Level 6 analysis is completely different. I now understand that this Novotel team's response was a masterclass in service recovery. I have learned from this that investing in a culture of empowerment (Lashley, 2001) is the most powerful service guarantee a hotel can have. A good culture is a "safety net" that catches and fixes process failures before they hit the guest. The £10 tip and the happy guest are the "profit" from that "service climate" (Schneider and Bowen, 1995).
Three-Step Improvement Plan
This plan is not designed to fix the culture (which is already excellent), but to fix the flawed process that caused the error in the first place.
Step 1: Operational Change: Implement PMS "Hard-Lock"
· The Change: Deactivate the use of group chats for room status. Implement a "hard-lock" in the Property Management System (PMS). A receptionist (Dennis) will be electronically unable to select a room for check-in until a Housekeeping Supervisor (Gianina) has physically inspected it and used their unique login to mark it "Inspected & Ready" in the system.
· Alignment: This is an industry best practice (Vallen and Vallen, 2014) that removes the "human error" variable.
Step 2: HR Change: Formalise Empowerment as "Iulia's Initiative"
· The Change: Formalise the proactive step Iulia took. All housekeeping staff will be trained and empowered with a "Guest Goodwill" budget (e.g., £5 per room). If they are present during a service failure, they are authorised to immediately offer and provide items (like water, coffee, slippers) without needing a manager.
· Alignment: This takes the existing positive culture (Lashley, 2001) and makes it a formal policy, ensuring consistency and showing staff, they are trusted (Jones, 2008).
Step 3: Impact (Guest & Business Performance)
· The Change: Track the (now rare) uses of the "Iulia's Initiative" (Step 2) and cross-reference them with guest feedback.
· Expected Impact: Step 1 will reduce "wrong room" check-in errors to near-zero, improving operational efficiency (Johnston et al., 2012). Step 2 will ensure that when other, unpredictable errors occur, the entire team has the cultural DNA and formal authority to create a positive service recovery, protecting guest loyalty and securing positive online reviews.

Conclusion
This incident at the Novotel Blackfriars was a powerful learning experience. It demonstrated that even with a high-pressure environment, a systemic failure (the communication process) can be overcome by a positive, empowered organisational culture.
My analysis, linking this to my Level 5 Personnel Resourcing & Development module, confirms that the hotel's investment in teamwork and empowerment (Lashley, 2001; Schneider and Bowen, 1995) is a tangible asset. The guest's positive outcome was not an accident; it was a direct result of this culture. My three-step plan will fix the underlying process flaw while simultaneously reinforcing the excellent cultural practices I had the privilege to observe.
















Reference List
Felce, A. (2019) 'Managing the quality of higher education in apprenticeships', Higher education, skills and work-based learning, 9(2), pp. 141-148. Available at: https://www.sciencedirect.com/org/science/article/abs/pii/S2042389619000544(Accessed: 4 November 2025).
Johnston, R., Clark, G. and Shulver, M. (2012) Service operations management: improving service delivery. 2th edn. London: Pearson. Available at: http://ndl.ethernet.edu.et/bitstream/123456789/50898/1/21.pdf (Accessed: 12 November 2025). 
Jones, T.J.A. (2008) Professional management of housekeeping operations. 4th edn. Hoboken, NJ: John Wiley & Sons. Available at: https://s3.amazonaws.com/arena-attachments/736911/d66d04e294668380cd7ba76e88749eca.pdf (Accessed: 1 November 2025).
Lashley, C. (2001) Empowerment: HR strategies for service excellence. Harlow: Prentice Hall. Available at: https://doi.org/10.4324/9780080494739 (Accessed: 10 November 2025).
Schneider, B. and Bowen, D.E. (1995) Winning the service game. Boston, MA: Harvard Business School Press. Available at: https://www.researchgate.net/profile/Benjamin_Schneider9/publication/226476790_Winning_the_Service_Game/links/5606c84408ae5e8e3f382269/Winning-the-Service-Game.pdf (Accessed: 8 November 2025).
Vallen, G.K. and Vallen, J.J. (2014) Check-in check-out: managing hotel operations. 9th edn. Harlow: Pearson Education. Available at: https://www.amazon.co.uk/Check-Check-Out-Managing-Hotel-Operations/dp/0132706717 (Accessed: 8 November 2025).



