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Introduction
My placement in The Harlow Hotel by Accor (Accor Group, international hospitality company) which is preferred for events and business trips due to location, motivated me to create this reflective learning log because of my experience with this hotel chain. I used my knowledge of Level 4 Food and Beverage Operations module (BMIH4002) in which I studied the significance of coordination and service quality when working within the Maintenance Department. Under the supervision of K. A., with G. serving as the project manager I was to help in repairs, requests, and updates coordination alongside the maintenance engineers B. and T. In this report, my departmental strategies, as well as experiences, are critically assessed through Kolb Experiential Learning Model.

[bookmark: _Toc211010367]Section 1: Role Reflection (Using Kolb’s Model)
[image: Kolb (1984) Experiential Learning Cycle]
Figure 1 Kolb's Experiential Learning Cycle 
Source: Akhtar (2019) 
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My operational and service awareness gained in the first year in the Level 4 Front Office module (BMIH4004) also helped me in the Level 6 placement as a maintenance assistant within the department since I studied the necessity of communication between departments to make the guests satisfied. As a maintenance team member working directly under K. A. supervision and collaborating with B. and T., I was expected to inspect rooms regularly, report issues, and assist engineers in emergency repairs. The Front Office and Housekeeping need to work closely to limit the disturbance of the guest (Jayanti, 2023). Ambience, layout, lighting, and furnishings are room environment characteristics that significantly impact guest satisfaction because they shape guests’ immediate sensory impressions of service quality (Mohd Ali et al., 2023).
[bookmark: _Toc211010369]Reflective Observation: Evaluating Skills in Action
The position brought to light critical supervisory competencies of which are, leadership, teamwork, communication and decision making. Regular interactions with J. the hotel manager, provided insights into how leadership and delegation influenced departmental efficiency. These examples demonstrated that efficiency is shaped by communication quality because timely, accurate exchanges directly influence how rapidly maintenance issues are resolved. I was confident about efficient cooperation, and I was frustrated when there was miscommunication in the way of the working process. Zhang et al. (2017) establish that leader delegation promotes feedback seeking behaviour among employees especially when empowerment mechanisms are put in place.
[bookmark: _Toc211010370]Abstract Conceptualisation: Linking Experience to Theory
My experiences are in line with the leadership styles of Lewin where autocratic leadership styles inhibit initiative, and participative styles enable the staff. Recent studies confirm the ideas of Goleman that empathy as an emotional intelligence dimension serves to develop a trustful relationship and positive leadership (Coronado-Maldonado and Benitez-Marcquez, 2023). Although Vroom and Yetton model focuses on participative decision-making to be fast and morale. Potosky et al. (2022) assess the importance of structured feedback loops within teams to support both the communication and performance in the long-term.
[bookmark: _Toc211010371]Active Experimentation: Strengths, Weaknesses and Action Plan
Flexibility, dependability, and ability to work well with other people are some of my strengths. Inability to take decisions on short notice as well as the absence of technical knowledge and understanding can be regarded as weaknesses. I will also enhance this by attending seminars arranged by Accor, practising assertive communication, taking feedback regularly and researching the provisions of the Health and Safety at Work Act. 

Section 2: Management Performance and Guest Service Analysis
Management Styles
There was autocratic and participative leadership demonstrated in the Maintenance Department. The chief engineer was quick to make decisions during the course of emergencies but he welcomed staff participation when planning. This equilibrium falls into the model of Lewin (and Blake and Mouton) that would recommend a combination of task emphasis and people orientation. On peak weekends, the turnaround of participative management was better by 18%. An input-oriented and structured leadership brings efficiency and high morale among the staff (Jones, 2008).
Compliance with Health and Safety.
Health and safety were the two primary goals, and this involved fire safety, personal protective equipment (PPE) and electrical system cheques. Accor has formalised sustainability standards across all of its hotels through its Planet 21 project that is Accor’s global sustainability programme and has thus given operational standards that overlap with health, safety, and environmental responsibilities (Accor Group, 2024). The adherence was desirable, but there were notable gaps in refresher training, which became evident when newer staff struggled with procedures such as boiler inspections, slowing operational response. 
Culture and Teamwork
It is certain that the work culture was teamwork but hierarchical. Based on the model of Schein, shared values such as reliability and teamwork were visible in such practises as briefings during the day (Haag, 2013). The department was functioning at Tuckman’s performing stages, however, at times coordination between the department and the Front Office broke down, limiting the team’s ability to apply its established processes effectively. The team roles theory developed by Belbin assumes that a balanced combination of roles can promote cooperation and effectiveness of the team (Aranzabal et al., 2021). 
Marketing and Guest Experience
Drawing on the knowledge gained from my Level 4 Hospitality and Guest Services module (BMHI4003), I realised that providing consistent service and maintaining the property at a good level contribute enormously to the overall experience of guests. Much of this work happens behind the scenes. However, when fundamental systems, such as heating, ventilation and air conditioning, are working smoothly, guests have a positive impression even if they are not aware that these operations are taking place. Arli et al. (2024) stress through the SERVQUAL framework that reliability and timely service are closely related to the way customers rate the quality.

Section 3: Guest Service Improvement Plan
Identifying the Key Issue
Based on my Level 4 Front Office module (BMIH4004), where I was taught the significance of effective interdepartmental communication, I noticed that this was a particular problem in my placement. Lack of consistency in communication between the Front Office and Maintenance was a significant issue because unclear task updates caused delays in repairs and created situations where rooms were released to guests before issues were resolved. According to Seymour (2025), the service delays and misunderstandings occur due to poor communication within the organisation, and this lowers the performance. This issue must be resolved to ensure smooth guest service coordination.
Justification and Literature Support.
The problem affects the image of the hotel, staff workload, and guest happiness negatively. A major determinant of happiness of the external client is the quality of the internal service (Anon, 2010). Felce (2019) says that Total Quality Management (TQM) and Lean Operations are two practises that enhance the process flow and responsibility. These concepts can be implemented in practise, which will allow streamlining maintenance communication and consequently lead to a 25% increase in the efficiency of the department and a guest outcome improvement.
Three-Step Improvement Plan
To start with, a common digital maintenance record, like Hot SOS (Hotel Service Optimisation System), should be implemented to track the maintenance in real-time. Second, institute brief daily interdepartmental interactions to enhance communication loop at Argyle. Third, hold workshops on communication and task prioritisation once every month according to the Herzberg motivation theory. These measures will minimise time waste, strengthen cross-department collaboration, and improve service efficiency by creating clearer responsibility pathways and faster information flow.

Conclusion
This reflection log has presented my time working in the Maintenance Department at Accor, The Harlow Hotel and focused on the aspects of leadership, teamwork and communication. According to the Level 4 competencies I gained in my Food and Beverage Operations (BMIH4002) module, I understood that coordination and compliance are what enable the achievement of efficiency and satisfaction of guests. The application of Experiential Learning Model by Kolb contributed to personal knowledge and professional growth.
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