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My 10-week placement in the hotel Maintenance Department of the Delta Hotels Waltham Abbey allowed me to work in that key area which assists the hotel in the complete execution of its daily operations and customer satisfaction. The job of the department will be to make certain that all the systems including the electrical systems, plumbing, heating and air conditioning systems, and safety equipment are operating properly and dependably (Marriott, 2025). The biggest part of this is carried out behind the scenes, but performances thereof in terms of guest impact are detected immediately and at a very high cost.
[image: ]
Figure 1: Delta Hotels Waltham Abbey 
(Source: Marriott, 2025)
Delta Hotels Waltham Abbey is famous in maintenance Department belongs to the direct impactors of this guarantee because our task is to intervene in case of any technical issues or cause inconveniences because of the regular maintenance performed frequently, which is adjusted and repaired (Marriott, 2025). The task of working in this department has given me an opportunity to visualize the interdependence between the degree of service quality and the efficiency of the work. In this reflective log, I will discuss my experiences, connections and link them to the theoretical related academic knowledge and show how effective maintenance management helps to enhance positive experience with the guest and how it can fortify service delivery as a whole.
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[bookmark: _Toc209612784]The Guest Experience in the Maintenance Department
The guest experience plays a significant role in hospitality, where front-end services like check-in, dining, or housekeeping services are the key factors (Wood, 2013). Nevertheless, my internship experience with Delta Hotels Waltham Abbey, made me realise to focus creatively but less prominently on the role of the Maintenance Department in influencing customer satisfaction. The department handles the smooth running of the in-hotel facility, including lighting, plumbing, heating systems, air-conditioning systems, and ventilation systems (Rutherford & O’Fallon, 2007). Customers want a hassle-free experience when they are at the hotel, even when everything is functioning properly, and any technical error can adversely affect the perception of the hotel. Service quality studies have focused on the fact that reliability and assurance are important dimensions of customer satisfaction are important dimensions. 
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The leadership philosophy adopted by the supervisors within the Maintenance Department was one of the major concerns that I witnessed. The type of management was more autocratic; hence, the administration lacked consultation and staff input (Walker, 2021). Although it was an effective way of working in the event of an emergency, it usually resulted in low motivation levels among employees and a lack of initiative among staff. As an example, the reaction towards a fault in the air-conditioning proved that the supervisor prescribed actions one after another without providing the team with the opportunity to work out other ways out. 
Although Autocratic leadership may work well in emergencies, overconsumption of this type of leadership deters teamwork and innovation. In the same way, the Theory X and Theory Y (1960) by McGregor brings to mind an effective tool through which it is possible to explain this problem (Singh, 2021). Supervisors in this case appeared to be working on a Theory X assumption by thinking of employees as individuals requiring continuous guidance and not being effective employees with potential ideas to provide. The effect was decreased engagement, job satisfaction, and sometimes, decreased ability to promptly respond to complaints formulated by guests, as the team members were not readily willing to take initiative without definite guidelines (Johnston, Clark & Shulver, 2012). It is a high concern as the ability to maintain should be grounded in technical know-how as well as flexibility in problem-solving. 
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In the period that I was in the Maintenance Department, I was on the getting disparaged side between doing what was required and getting the urge to come up with an idea. In one example, I found a more efficient procedure for replacing a broken shower fitting, yet the supervisor wanted his way (Jones, 2008). I followed the order, but the session made me feel undermined. On this, I realised that although it was necessary to accord the supervisor the due respect, effective communication would have helped me to articulate my views more positively.
That is why my first reaction was frustration, but that was short-lived as I realised that although it was necessary to adapt to various styles of management, I also learnt how to be able to present suggestions in a scooping manner. The experience has made me strong and patient and shown me that it is always important to comprehend leadership dynamics in practice. I also came to learn more about how managerial behaviour can make or break motivation.  The two-factor theory proposed in 1959 by Herzberg corroborated my own perceptions; recognition and autonomy are incentives that contribute to employee contentment, and when such incentives lose their place, motivation may be affected as well (Ibrahim et al. 2023). 
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	Step
	Action
	Theoretical/Industry Basis
	Expected Impact

	1. Leadership Development Workshops
	Provide training for supervisors in situational leadership, enabling them to adapt management styles depending on the context (directive in urgent cases, participative in problem-solving).
	Hersey & Blanchard’s Situational Leadership Theory (1969) – flexible leadership improves motivation and efficiency (Cortes, 2023).
	Improved staff morale, greater trust, enhanced initiative, quicker problem resolution, and higher guest satisfaction.

	2. Staff Feedback Mechanisms
	Introduce daily “toolbox talks” for staff to raise issues, suggest solutions, and share updates.
	Employee involvement research- open communication and inclusion strengthen teamwork and service quality (Lubis, 2024).
	Stronger teamwork, reduced tension, increased engagement, and more effective solutions that improve guest comfort.

	3. Preventive Maintenance Scheduling with Digital Tools
	Implement a structured preventive maintenance program using digital tracking systems to reduce reliance on reactive fixes.
	Preventive maintenance ensures reliability and aligns with best practices in hospitality (Ewin and Oye, 2025).
	Fewer urgent breakdowns, smoother operations, consistent service delivery, and stronger alignment with Delta Hotels Waltham Abbey’s.


Table 1: Three-Step Improvement Plan
(Source: Self-Created)
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Such changes would not only boost staff morale but also address guest experiences directly. A more motivated maintenance team would solve problems quickly, provide greater quality repair services, and intercept problems. This would result in a decreased number of complaints by the guests, better online reviews, and customer loyalty (Vallen & Vallen, Jerome J. 2014). At a business level, these enhancements minimise operation setbacks, safeguard business brand reputation and lead to future profitability. In the case of Delta Hotels Waltham Abbey, where competitive advantage depends on repeat business and positive word of mouth, the changes would bring a sustainable competitive advantage.
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My experience in the Maintenance Department within the Delta Hotels Waltham Abbey revealed to me how leadership styles are important in influencing employee motivation as well as satisfaction among the guests. The autocratic style of management tended to inhibit staff initiative, demotivate and pose risks of unnecessary staff delays in solving guest problems. Reflecting on this experience, and based on theories in Management and Organisational Behaviour, I realised the utility of more flexible and participative leadership methods. 
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