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[bookmark: _Toc200125188]Introduction 
The management of guest services is a significant approach in the hospital industry, which helps in building a brand in the sector. Similarly, maintaining the services for guests is a significant attribute in hospital management, which is known to be the maintenance department. It is inclusive of employees working in the hotel who are related for providing safety and keeping up with the functionality (Ratcliffe, 2023). Therefore, the hotel maintenance department prevents any kind of operational failure and also facilitates maintaining different objects. This piece of study, based on hotel placement and managing guest service operations, will analyse a systematic approach to management performance. It will provide a detailed reflection and demonstrate the daily operations involved in the profession. Moreover, it will also provide an improvement plan that can increase the quality of guest service. 


[bookmark: _Toc200125189]Section 1: Role Reflection through using the theoretic reflection model of Kolb’s reflective learning cycle
During my placement at the Leonardo Hotel in Exeter, I worked in the Maintenance Guest Service department. I was responsible for assisting and executing tasks like repairing door visors, addressing room maintenance issues and responding to diverse guest requests like unclogging sinks. My job role revolved around collaborating with the maintenance team to ensure all the hotel's facilities successfully meet the set operational and guest standards. All these are guided by the presence of task lists which are generated from the Opera system. Kolb's reflective learning cycle helps provide a framework to reflect on my experience by relying on four distinct stages (Ryder and Downs, 2022). 
Concrete experience
My daily tasks at Leonardo hotel included doing routine maintenance like repainting rooms, fixing door visors and also responding to urgent guest requests. On the other hand, at the Marriott Courtyard in my previous internship, all the maintenance demands were lighter due to the hotel's newer infrastructure.
Reflective observation
I have meticulously observed that all my supervisors in the maintenance department of Leonardo Hotel required my strong leadership and delegation to prioritise tasks effectively. Good levels of communication and teamwork have been performed to coordinate with reception and other departments, and problem-solving to address unexpected issues like all the equipment failures. For instance, a supervisor has effectively delegated tasks after a guest reported a clogged sink (Christl, 2023). This issue demanded quick resolution and assigning me to assist a senior technician has helped me grow professionally. However, I have also noticed ineffective communication during a busy period when a supervisor faced difficulty in clearly prioritising tasks.
Abstract conceptualisation
Leadership in the maintenance work requires very prominent and clear task delegation to maintain a high rate of efficiency (Minkov, 2024). Strong communication helps in fostering interdepartmental collaboration by aligning with the organisational behaviour theories. They highlight the role of clear communication in team performance. Problem-solving is also considered very critical in maintenance work to ensure a high rate of guest satisfaction. 
Active experimentation
All my strengths include technical problem-solving and adaptability since I have quickly managed to learn to use tools for doing minor repairs. However, I have also struggled with prioritising tasks under pressure. It has severely affected my efficiency and I have decided to enrol myself in a time management course to improve task prioritisation (Forbes, 2023). I will also try to shadow a maintenance supervisor in order to learn effective delegation techniques within three months.
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Management styles
The maintenance department at Leonardo Hotel has adopted a mixture of autocratic and participative management styles. The autocratic style was often evident when all the supervisors assigned tasks from the Opera system without doing any prior consultation with the team. It has sometimes demotivated the staff due to the lack of quality input and failure to align with Herzberg's Two-Factor Theory (Peramatzis and Galanakis, 2022). It also suggests that lack of involvement reduces the rate of motivation. However, various participative approaches like brainstorming solutions for overcoming recurring plumbing issues and boosting team efficiency view Inclusive leadership as a medium for performance enhancement.
Health and safety compliance
The maintenance department of Leonardo Hotel majorly adhered to the UK's Health and Safety at Work Act of 1974 and followed all the industry's best practices. Some of them are included and outlined by the British Hospitality Association (BHA). All the necessary tools and equipment have been regularly inspected and staff were trained to handle appropriate chemicals safely. However, I have also observed some occasional lapses like delayed reporting of a faulty ladder. 
Culture and teamwork
The organisational culture at Leonardo Hotel was basically task-oriented and it significantly lacked the presence of strong team cohesion due to high staff turnover. It has also impacted the rate of employee engagement and unlike the Marriott's collaborative culture, it has failed to foster better teamwork (Wood, 2013). Moreover. at Leonardo, the cultural diversity among staff sometimes often led to causing many incidents of miscommunication. This could have been mitigated by the application of strong principles from Foreign Languages and Cultural Awareness (Level 5).  
Marketing and Guest Experience
Directly linking to Hospitality and Guest Services (Level 4), Leonardo Hotel has managed to give rise to positive guest expectations. It focuses on offering prompt responses to fulfil all maintenance requests and firmly aligns with the SERVQUAL model's emphasis on reliability (Surveymonkey, 2025). However, the hotel's marketing that has been studied in Marketing Essentials (Level 4) has failed to emphasise the regulation of maintenance quality. It has ended up focusing instead on the aspects of aesthetics and amenities. 
[bookmark: _Toc200125191]Section 3: Guest Service Improvement Plan 
Identification of a key issue that affects the guest service in the maintenance department of Leonardo Hotel in Exeter
A significant issue in the Maintenance department at Leonardo Hotel involves the presence of all the maintenance inefficiencies. I have observed considerable delays in addressing the guest requests like clogged sinks, broken air conditioning units and more. All these delays have led to guest complaints and reduced their rate of satisfaction.
Providing justification behind the significance of this issue and also proposing a realistic three-step improvement plan
Justifying the significance
Maintenance inefficiencies directly impact guest satisfaction at Leonardo Hotel since offering timely service is considered a core component of the hospitality experience. Conducting in-depth research from the Hospitality & Guest Services (Level 4) module has helped in highlighting that service recovery when executed promptly can help in restoring guest trust. Delays caused at the hotel have been often from the existence by poor task prioritisation and communication between maintenance and reception (Vallen and Vallen, 2014).
Developing a dedicated three-step improvement plan
First step
Operational change involving the implementation of a digital task management system will be prioritised for replacing the paper-based Opera task list. It will make use of a real-time digital system that will allow reception to directly log and prioritise all the maintenance requests. 
Second step
Conducting monthly training sessions to ensure maintenance and training reception staff on task prioritisation will be taken into account. Important aspects of interdepartmental communication through focusing on urgent guest requests will also be performed.
Third step 
A guest feedback integration system will be introduced by depending on a post-service feedback survey for all the guests. All the guest feedback will be identified and assessed for overcoming all the major recurring issues and enabling continuous improvement.
[bookmark: _Toc200125192]Conclusion 
Reflective piece of writing has been included where the experiences in the past are described. It has followed a theoretical reflective model known as Kolb’s reflective learning cycle, where the concrete experience in the past, observation in the form of reflection and abstract form of conceptualisation have been added. The management of guest service operations and also the performance in the maintenance department have been analysed. It has provided details of health and safety compliance, cultural and working in a team and managing the guests. Dedicated improvement plan has been included for the betterment of guest service in the hospitality sector. 
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