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[bookmark: _Toc213920008]Introduction
My placement experience at Hotel Ramada Bristol West in the Front Office department made me witness difficulties communicating between the evening audit and the morning shift. Such incoordination led to cases of inception of duplications in booking and dissatisfaction of the guests at the initial check-in. To investigate this problem, the critical reflection framework that I will employ is the Gibbs Reflective Cycle (1988). The analysis will be based on Change Management Model, Experiential Learning Cycle, Expectancy Theory, and Team Development Model. This report aims to assess leadership, motivation, and teamwork variables that cause inefficiency and offer evidence-based recommendations that can be used to enhance operational efficiency.


[bookmark: _Toc213920009]Reflection on my placement at Hotel Ramada Bristol West Using Gibbs’ Reflective Cycle 
The Reflective Cycle Framework (1988) developed by Gibbs gives me a systematic approach to the analysis of my experience with Ramada Bristol West, which enables the theory and practice to be tied together (Adeani et al., 2020; Anon, 2010). According to Felce (2019), systematic reflection contributes to professional development by increasing self-awareness and extending the reality of workplace challenges into evidence-based learning.
[bookmark: _Toc213920010]Description 
My placement experience at Ramada Bristol West was in the Front Office, where I was assigned to do reservations, check-ins and daily relations with guests. The greatest problem was the shift of the night shift to the morning shift, where the lack of consistency in communication caused room allocation to be repeated and the lack of a timely check-in. Even though a PMS was present, verbal updates and handwritten notes were heavily depended on and with that, the process was left to human error. This brought about conflict amongst shifts, where morning staff kept on correcting the errors during the night, which added to the lack of efficiency and increased cases of dissatisfaction among guests. This was directly impacted by night auditors, two receptionists, and the Front Office Manager. In general, the problem was symptomatic of more underlying problems in inter-shift communication, supervisor oversight and responsibility distribution.
[bookmark: _Toc213920011]Feelings 
At first, I was anxious and so impressionable seeing how a communication breakdown can bring down operations in such a short time. I had the feeling of guilt when people complained about room delays when I was not the cause of the mistakes. The existence of blame in-between the night and morning teams was creating an uncomfortable environment that reduced cooperation and trust, which made me reluctant to present improvement ideas. In the course of time, I understood that silence was only encouraging inefficiencies. This prompted me to consider the value of open communication and positive dialogue in keeping the morale of the staff as well as guest satisfaction high. The experience also enabled me to be emotionally resilient and to understand the importance of speaking up in a respectful manner to facilitate easier cooperation within any hospitality setting.
[bookmark: _Toc213920012]Evaluation 
There are areas where the operation was effective, like the professionalism on issues raised by the guests and the good cooperation in peak times. But the process of handover was not organised: it was not done on a formal checklist, housekeeping reports were not being made regularly, and there was no clear responsibility for checking room status. This misunderstanding led to the recurrent delays and service lapses. The Team Development Model created by Tuckman suggests that both shifts were at the storming stage, which could not be advanced to the norming stage because of unresolved conflict (Patterson, 2022). It also had an impact on motivation; no recognition or follow-up diluted the effort-performance-reward relation outlined in the Expectancy Theory of Vroom (Khairul Amali et al., 2023). The reliability and responsiveness aspects of SERVQUAL were undermined in terms of the guest experience, with apparent wait times and unstable communication proving that operational efficiency was lacking (Sugiarto and Octaviana, 2021). All these problems caused the necessity to have a more balanced, responsible handover system.
[bookmark: _Toc213920013]Analysis 
Applying the Change Management Model by Lewin, the hotel's front office processes evidently did not include the unfreezing phase; there was no motivation to question and reconsider old and established communication patterns (Ahmed et al., 2022). Employees were still dependent on verbal notes, even though mistakes would occur repeatedly. There was also no stage of the change during which new procedures should be implemented (such as digital handover tools). The department was reactionary rather than proactive, without reinforcement or refreezing of old habits. The Experiential Learning Cycle provided by Kolb also shows that the staff did not have enough chances to reflect on the learning process (Ssekamatte et al., 2022). The same mistakes in booking re-emerged due to the lack of a system to communicate the errors and draw conclusions. The model by Kolb emphasises four stages, which are experience, reflection, conceptualisation, and experimentation. Still, the team did not move past the experience stage and reflect and implement new strategies into action. Motivationally, the Expectancy Theory of Vroom (1964) relates to demoralization (Khairul Amali et al., 2023). Receptionists were usually overtimed to rectify discrepancies, but the management failed to reward them. Motivation worsened because they did not see a relationship between their additional effort (expectancy) and positive results (instrumentality). Using the Tuckman Team Model, the two shifts worked in silos and did not go through norming or performing. Lack of joint meetings and a common goal made it impossible to develop trust (Zirar et al., 2023). Such a fragmented structure undermined the effectiveness of the department to work together. The literature supports these findings. As Walker (2021) points out, a well-organised communication and leadership synergy is necessary in the management of hotels. In like manner, Wood (2013) claims that service culture can be subdued by the failure of leaders to excel in communication and motivation. According to Vallen and Vallen (2014), the hotel administration is defined as the nerve centre of operations- lack of coordination in this area automatically leads to poor service delivery. The problem, however, is strategic rather than operational because ineffective communication directly influences the guests' satisfaction, the staff's morale, and its image.
[bookmark: _Toc213920014]Summary 
Gibbs Reflective Cycle (1988) indicated that a failure of communication results from both the leadership and structural weaknesses. Consistent guest experiences depend on effective digital handover systems and motivated employees. The Change Model developed by Lewin and the Learning Cycle developed by Kolb focus on constant review and reflection, whereas the Expectancy Theory of Vroom and the Team Model by Tuckman focus on recognition and cooperation. The structured handovers, frequent meetings, and staff recognition are some of the measures in place in a managerial position to improve hospitality management's accountability, motivation, and operational excellence.
[bookmark: _Toc213920015]Action plan
	Improvement Area
	Actions to Implement
	Purpose & Expected Outcome

	Standardised Handover Routine
	Introduce a fixed written and digital handover template summarising room status, no-shows, early check-ins and unresolved issues. Night staff complete it before sign-off; morning staff review it during the first 10 minutes of shift.
	Ensures consistency, reduces duplicated allocations and eliminates verbal-only communication. Expected outcome: fewer room-status errors and smoother guest check-ins.

	Inter-Shift Accountability System
	Assign clear responsibilities for verifying PMS entries, updating housekeeping notes and reporting discrepancies. Hold a weekly 5-minute micro-review with both shifts.
	Creates ownership, reduces blame culture and aligns with Vroom’s motivation principles. Expected outcome: improved trust, fewer unresolved errors.

	Communication & Recognition Practices
	Introduce short positive-feedback exchanges at the end of each week and highlight accurate handovers in a shared FO board.
	Reinforces constructive communication and psychological safety. Expected outcome: increased motivation and more cooperative inter-shift relations.
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Conclusion 
To sum up, my visit to Hotel Ramada Bristol West showed that inefficient communication and a low level of coordination between the night and morning shifts adversely affected the efficiency of operations and consumer satisfaction. I critically discussed these problems through Gibbs' Reflective Cycle (1988) with the help of Lewin's model of Change, Kolb's Learning Cycle, Vroom's Expectancy theory, and Tuckman's Team Model. It was found that service excellence requires effective leadership, proper communication, and employee motivation. Digital handover system, weekly team briefings, and recognition programmes would enhance teamwork, accountability, and morale, ensuring that the guests experience consistent services and long-term organisational improvement within the hospitality setting. 
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