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This reflection learning journal critically discusses my experience of professional growth during a ten-week Level 6 front desk placement in The Coldra Court Hotel, which is located near the University of Wales Trinity Saint David. As a Front Desk Officer, housekeeping cleanliness, room attendant coordination, shift handover, and guest satisfaction were the responsibilities that I had. My supervisor, Mr Johnston, McKenzie, graded me systematically.
The reflection follows the Reflective Cycle by Gibbs and includes the description, feelings, evaluation, analysis, conclusion, and plan of action. The main research problem that was addressed is the ineffective communication and motivation between the housekeeping employees, which had a direct negative impact on guest satisfaction. To combine the theoretical knowledge of the Management and Organisational Behaviour (Level 5) and Hospitality and Guest Services (Level 4) to resolve the gap between the scholarly and professional worlds, the discussion is based on the theoretical frameworks of these two educational stages. To conclude, a three-step plan of improvement is offered to alleviate the revealed areas of weaknesses and improve the coordination of the services.
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The placement experience was characterised by high levels of inconsistency in communication between the housekeeping shifts especially during the busy weekends. A catastrophic event became a reality when the hotel was fully occupied, but the morning shift had not completed the room-status report correctly. As a result, the afternoon shift was unaware of the tasks to be performed in the future, and the rooms were not ready on time, which resulted in three unready rooms at the cheque-in time. Waiting times were experienced by frustrated clients and free drinks were given as a way of compensating the customers.
This episode highlighted the importance of miscommunication and poor motivation among attendants as a negative factor that affects guest satisfaction. Many of the attendants expressed grievances on the fact that they were not being rewarded because of their hard work. In response to this scenario, I would have taken the initiative to cheque the status of rooms during shift changes and orient attendants about the expectations of guests. Mr.Johnston helped me improve the interdepartmental coordination and pointed out the significance of feedback systems. The incident, therefore, became one of the turning points in learning the relationship between leadership, communication, and motivation to ensure the success of the operations.
[bookmark: _Toc213693153]Feelings
In the first place, I felt anxious and overwhelmed because the situation threatened to damage the reputation of the hotel and paint the front desk team in a bad picture. I also feared that the lapses would be blamed on me by the supervisors. But the more I actively participated in the solution of the problem, the more confident and active I became.
Working on the morning and afternoon shifts, I understood the position of the attendants who were exhausted and were not appreciated. Open discussions helped me to realise that hearing their problems was as important as task management. As the higher management later realised the problem and appreciated the team due to their effort, I got a feeling of pride of having helped to come up with a collaborative solution. This emotional change is consistent with the results of Alam et al. (2023) who highlighted that the use of emotional intelligence and engagement would help to increase leadership efficiency and team morale.
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The incident highlighted the positive and negative aspects of team coordination. On the positive side, the corrective measures, namely checking the updates in the rooms and enhancing communication, regained the satisfaction of the guests by the next day. When the staff is involved in discussions, staff responded positively to confirm the worth of participative leadership. The experience proved that the process control is only one of the factors, and interpersonal communication is also the key to the successful recovery of the service quality.
On the contrary, the incident revealed shortcomings: lack of motivation, feedback mechanisms, and appreciation of housekeeping work. A study conducted by He, Morrison, and Zhang (2021) found that recognition and autonomy were predictive variables of engagement and creativity in hospitality industry. This observation supported the fact that supervision may not be enough to motivate and that motivation has to be supported by recognition and trust. The moral of the storey is that a sustainable guest satisfaction is dependent on employees who are well empowered and appreciated.
[bookmark: _Toc213693155]Analysis
The critical case conducted on this incident demonstrated that there is a strong relationship between real-life experience and theory. The executive housekeeper leadership was transactional as she did not focus on anything but control and discipline. This was contrary to transformational leadership model that encourages trust, innovation and motivation. Liu et al. (2022) state that creativity and job satisfaction can be enhanced by transformational leadership in the hospitality sector, which was not present in the case. The mentoring process of Mr. Johnston included transformational elements since the mutual respect and sense of autonomy were promoted.
In the view of Management and Organisational Behaviour, good leadership has been based on open communication and sound feedback systems. Bhardwaj and Kalia (2021) state that psychological safety and open communication reduce turnover and increase cooperation. The introduction of daily briefings after the incidence is an example of this theory: the level of confidence among the attendants increased, and the ratings of guest service increased by 4 0.00 per cent the next week. The situation also correlates with the Hospitality and Guest Services, that is, the guest satisfaction chain, which shows that motivated employees have a direct impact on the customer experience. Therefore, the team engagement increased morale as well as the service reliability of the hotel, which was in line with the responsiveness and assurance dimensions of the SERVQUAL model.
[bookmark: _Toc213693156]Conclusion
The experience enhanced my knowledge on the necessity of leadership, motivation, and communication in the management of guest service. I got to know that efficient procedures are the only way to ensure operational success but also the morale and empowerment of the workforce. My ability to utilise employees to encourage open communication and emotional intelligence regained the harmony and satisfaction of the guests.
In future, I will use participative leadership style which promotes communication, recognition, and accountability. The incident has transformed my viewpoint on task management to people leadership which will guide my future decision making process as I move towards the supervisor line in the hospitality industry.


[bookmark: _Toc213693157]Improvement Plan  
	Step
	Recommended Action
	Justification and Industry Alignment
	Expected Outcome.

	Install digital communication systems to update shifts in real-time.
	Adopt a mobile housekeeping app (e.g., RoomRaccoon or Hotelogix) to update the status of the rooms in real-time to adopt a digital communication strategy
	Supported by the UK Hospitality Association
	Promptly recommends digital transformation in the housekeeping industry.  


	Monthly recognition programme
	Implement monthly recognition programme Certificates or small gifts to top-performing attendants
	He et al. (2021) state that recognition works as an engagement booster and turnover suppressor.  
	Increases morale and minimizes absenteeism among employees.

	Leadership and empathy train supervisors
	Leaders should be trained with emotional intelligence and leadership skills to boost their performance and satisfaction
	Reflects the study of Liu et al. (2022) that transformational leadership yields higher satisfaction and performance.
	Develops trust and collaboration as well as long term guest satisfaction.
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