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[bookmark: _Toc213495523]Introduction
In my Level 6 Front Office Placement at Novotel Sheffield, I was supervised by Department Manager Karen Koy and Department Manager Andreia and Team leader Alina, where I would be able to learn more about managerial communication, service coordination, and administrative decision-making. The experience, based on my Level 4 pillar of placement in the Premier Inn Rotherham East, necessitated more autonomy and supervisory consciousness. This reflection is based on the Reflective Cycle by Gibbs (1988) since it is the critical analysis of how the development of my professional competence has been achieved from level 4 to level 6, with the combination of theoretical studies and practical activities that have contributed to the development of my ability in handling hotel administration.

[bookmark: _Toc213495524]Critical reflection using Gibbs’ reflective cycle
This reflection will use the Reflective cycle of Gibbs (1988) to critically reflect on my placement experience at Novotel Sheffield. According to Pieper et al. (2020), the six steps of the model — description, feelings, evaluation, analysis, conclusion, and action plan — offer a guided process for relating actual work experiences to the most suitable theories, facilitating profound learning and growth as a professional.
I was working at the Novotel Sheffield's Front Office/Reception department. There was one such problem that occurred frequently: a sluggish check-in of guests after Day Use Rooms due to a misunderstanding between the reception and housekeeping. Ready rooms were sometimes under cleaning, which led to frustration on the part of the guests and stress on the front desk personnel. This revealed inefficiencies and poor coordination among administrative departments. I was responsible for handling check-ins, responding to guest inquiries, and updating room status on the Opera PMS system. The experience provided insight into the direct relationship between administrative systems and service quality (AlMulhim, 2023). It supports the correlation between operations and guest satisfaction described in the hospitality management framework developed by Vallen and Vallen.
To begin with, I was nervous and unprepared when customers complained at the reception, particularly when the reason was something I couldn't do. This feeling is consistent with the model of the psychological conditions proposed by Kahn (1990). My feeling of meaningfulness and safety decreased because I had no power to resolve the issue immediately (Albrecht et al., 2023). Nevertheless, I learned to value emotional intelligence in hospitality management by witnessing the calm reaction of the duty manager. Gradually, I became accustomed to managing tension by clearly explaining and offering complimentary drinks. In hindsight, I can understand that this emotional control was essential in developing professional resilience, a key skill in front-office management that According to Vince (2022) Kolb describes in his experiential learning cycle as the ability to move discomposure to competence.
The situation revealed both the positive and negative aspects. Some strengths and weaknesses were revealed after. On the positive side, it has enhanced my problem-related practice and confidence with the guests. However, operationally, it revealed a breakdown in communication, with manual and intermittent updates at the front desk. The underlying theory is the Service Operations theory (Johnston, Clark, and Shulver, 2012), which explains how the disorganised service blueprint leads to guest dissatisfaction (Islam, 2024). Employee morale was also injured, which agrees with Herzberg's Motivation-Hygiene Theory, indicating that unfavourable job conditions are demotivating (Mae et al., 2023). Although housekeeping communication was not bad, the reactive culture persisted. I also learned that pre-shift meetings and feedback loops promote accountability. I identified gaps in Hospitality and Guest Services regarding responsiveness (Shrestha, 2024) in SERVQUAL (Parasuraman et al., 1988), while Marketing Essentials recognised the importance of internal communication to provide brand consistency — a gap I also encountered during my placement.
When the situation is critically analysed, one will realise that the leadership and communication were not aligned to attain efficiency at the departmental level. According to Action-Centred Leadership (1973) by Adair, a successful leader must juggle the needs of the Task, team, and individual (Ellul, 2022). In this instance, the management focused on the task-room readiness, but they were not concerned with team coordination and individual accountability. This unequal treatment led to a lack of responsive leadership and misunderstandings among employees. The problem of organised feedback and communication systems was accentuated at Level 4, when the administrative coordination issues were noted. In contrast, my Level 6 experience at Novotel Sheffield enabled me to apply strategic leadership and change management to implement the menu innovation. Such evolution of following processes to initiating them indicates the developmental leap that should be anticipated at this level of professional maturity.
Compared to the Deming PDCA Cycle, the hotel's management did not adopt a continuous improvement approach. The Check and Act stages, which involve monitoring and revising processes, were primarily absent (Okonkwo & Igbojekwe, Polycarp Ama, 2024). The miscommunication persisted daily without a feedback system between the front office and housekeeping, indicating that it was a systemic failure, not an individual one.
Regarding service quality, the SERVQUAL model, proposed by Parasuraman, Zeithaml, and Berry (1988), describes the effect on the guest (Shrestha, 2024). The reliability and responsiveness were compromised as the guests experienced delays, whereas the assurance, or confidence in the competence of the staff, was lower, with errors being visible. This supports the point presented by Wood (2013), according to which the administrative efficiency is the invisible infrastructure that underlies guest satisfaction. In addition, according to Vallen and Vallen (2014), hotel administration serves as the nervous system of operations, coordinating the flow of information between departments. The lack of mutual communication within the Novotel Sheffield's structure resulted in decisions being made in a reactive rather than a strategic manner. Reid (2025) indicates that administrative planning and leadership synergy should be the tool utilised by hotels to provide operational reliability and empower staff. Thus, the problem did not lie solely in the behaviour of the employees; the absence of standardised processes, poor leadership systems, and inefficient use of management's reflective knowledge also contributed to it.
This experience prepared my knowledge about the administrative efficiency as the foundation of service delivery. I also learned that leadership is not only directing but also coordinating the activities of departments. Reflective practice was sound in converting frustration into learning by aligning the idea to Gibbs' concept of action-based learning. Considering my experience with Level 4 (which focused on an operational, rather than managerial, level) and my current Level 6 experience, strategic oversight is essential. Empathy should be balanced with assertiveness and data-driven communication to achieve success in hotel management in the future. The experience supported the idea that organisational enhancement is based on models of leadership, system integration, and reflective learning to close the theory-practice gap.
Furthermore I would create and follow an action plan and in the first week, I would set daily 5-minute pre-shifting huddles between the Front Office and the Housekeeping Department to talk about prepared rooms, VIP arrivals, and outstanding work. This is informed by the action-oriented leadership of Adair, which harmonises the team roles, task roles, and individual roles (Ellul, 2022). The routine has been shown to reduce communication errors by approximately 60 per cent and enhance the reliability and responsiveness of SERVQUAL (Basco, 2021).
In 2-3 weeks, redefine the PMS and create an up-to-date digital board that displays the status of the rooms, the cleaning process, and guest priorities. This system enables maintaining the accuracy of feedback in a timely and uninterrupted manner through the Deming PDCA method (Okonkwo et al., 2024). It improves the precision of operations (nearly 80 per cent) and boosts the extent of satisfaction among the guests (Sharma, 2017).
During the first month, conduct monthly coaching with the duty managers on situational leadership, emotional intelligence and conflict management. It fosters a dynamic decision-making process and enhances communication (Ellul, 2022). After that, the level of employee engagement is projected to increase by about 15 per cent, as indicated by the feedback surveys, and conflicts during peak periods are expected to decrease, thereby improving the service flow and cooperation trend.
[bookmark: _Toc213495525]Conclusion
Being placed at Novotel Sheffield helped me further realise the effects of poor communication and administration, as it affects both staff morale and guest satisfaction. The differences between my Level 4 and Level 6 placements indicate that I have become a participant in the administrative processes rather than just an observer; that is, I can use reflective practice and leadership theories to translate them into actual organisational results. I applied theories of management, such as Situational Leadership and the PDCA Cycle presented by Deming, in conjunction with the Reflective Cycle by Gibbs (1988), to determine the balance in leadership and the significance of feedback. In the future, my primary development competence will be strategic communication capabilities, resulting from leadership training and mentoring skills, which will enable me to develop structured feedback systems that improve teamwork and service quality in hospitality management.
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