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[bookmark: _Toc213920335]Introduction 
In my Level 6 placement at the Front Office of Hotel Ramada Bristol West, I have been able to see that guest satisfaction and reliability of operations were directly influenced by administrative systems and, specifically, the communication between Front Office and Housekeeping. One of the common problems was wrong room-status reports and a lack of priorities in morning handovers that caused delays and guest frustration, and interdepartmental tension. This reflection is a critical analysis using Gibbs Reflective Cycle (1988) on how communication failures, role ambiguity and underutilisation of the PMS influenced performance. Relative to my Level 4 experience with tasks being more supervised and structured, Level 6 showed more major organisational issues over which leadership, coordination and administrative system design were more needed.

[bookmark: _Toc213920336]Reflective Learning Log 
[bookmark: _Toc213920337]Description 
In my placement, Housekeeping was often in conflict with Front Office due to morning check-ins and early arrivals. The reception was assured of early check-in without any idea that rooms had not been cleaned, and so, there was a delay, numerous calls between departments and frustrated customers waiting in the lobby. One of the families got furious when no room was ready as promised. The Reception Supervisor accused Housekeeping of failing to update the PMS, but Housekeeping replied that priorities were never relayed. As a trainee, I was torn between apologising, updating the system and printing rooming lists. These problems were signs of internal communication failure, a lack of responsibility, and ineffective coordination. As opposed to my Level 4 professional experience with relatively operational problems, Level 6 unveiled more administrative and system-design deficiencies related to customer satisfaction and employee morale.
[bookmark: _Toc213920338] Feelings 
At first, I was confident and proud to meet guests, but the same misunderstanding occurred, which made me soon stressed and helpless. It was disappointing to see two departments quarrelling and guests in long queues. I sympathised with both parties: the reception was under massive pressure from guests, and Housekeeping did not find enough staff. I lost confidence when the guests accused me of delays that were not under my control. But this emotional uneasy moment turned out to be an essential learning experience. According to Hagg (2013), emotional reflection develops a sense of self-awareness and resilience, and I also encountered it personally. In comparison with Level 4, where work was more defined and supervision more powerful, Level 6 helped me understand that communication and planning represent the main administrative duties. It is my emotions that prompted me to assess the role of stronger systems and leadership in averting such failures.
[bookmark: _Toc213920339]Evaluation
There were certain strengths: team members have worked together in times of crisis, and the Front Office Supervisor has come to rescue the situation by mediating the misunderstandings. Nevertheless, significant weaknesses were evident, such as a lack of pre-shift briefing, delegation ambiguity and a lack of real-time updates of the PMS. This is in line with the argument by Felce (2019) that quality management needs systematic interfunctional communication. Two dimensions of SERVQUAL, such as service reliability and responsiveness, were undermined because the guests noted delays and inconsistent information (Olorunsola et al., 2022). The motivation also decreased; the Expectancy Theory by Vroom describes that the staff became unmotivated when no results were observed after the effort was put in (Khairul Amali et al., 2023). As a learning aspect, Kolb (1984) notes that experience must be accompanied by reflection to form development (Meijer et al., 2022). In comparison with Level 4, Level 6 disclosed the harm structural communication deficiencies impose on the overall performance of the hotel.
[bookmark: _Toc213920340]Analysis 
The use of Lewin's Change Model can be employed to explain the persistence of the problem. The organisation did not reach the unfreezing phase of the change, where old ways of doing things are challenged (Kensha Putri Widyasari et al., 2025). The employees were accustomed to working in a reactive mode, rather than being organised and coordinating their working hours. At the Royal Grosvenor on Level 4, I spent most of my time observing operational inefficiencies that I could not interfere with. Nevertheless, at Level 6, I utilised reflective evaluation to enhance coordination between F&B and administration, which demonstrated improvement between observation and action. This transition highlights the fact that advanced placements require leadership to effect structural transformation, rather than merely identifying problems. The change phase (making daily briefings or digital updates) was absent, and the refreezing stage (establishing new behaviours) did not occur. Placements, as Anon (2010) observes, introduce students to the barriers in the workplace, encouraging them to think dynamically; this was the case in the placements, as they depicted how change is often opposed in small hotels.
By applying the Experiential Learning Cycle developed by Kolb, I understood that the hotel lacked the final two phases of the cycle: reflection and experimentation. Employees had to go through the same coordination issues repeatedly, but they never analysed them. Even a mere debrief could have turned frustration into learning.
Concerning motivation, Herzberg's theory of Motivation-Hygiene elucidates that frustration is caused by poor communication, excessive workload, and uncertainty regarding responsibility, as well as other hygiene factors, rather than a lack of incentives. Likewise, Pfutzenreuter et al., (2021) demonstrate that the expectancy (the confidence that hard work pays off) was undermined: employees did not find a strong relationship between their productivity and management's appreciation.
Wood (2013) suggests that hospitality organisations are successful when they use operations systems that facilitate communication and empowerment. In this case, role ambiguity was brought about by fragmented processes. According to Vallen and Vallen (2014), the hotel administration serves as the information centre that links all departments; failure to coordinate the data flow will result in a breakdown of coordination. Lastly, in a service-operations perspective (Johnston, Clark and Shulver, 2012), the causes of delay were poor planning and capacity-depth mismatch, which demonstrates that the problem was structural communication failure, which needs to be better managed as an organisation and learns continuously.
[bookmark: _Toc213920341]Summary
In this reflection, the communication breakdown between Front Office and Housekeeping in the morning check-in period was analysed, where a lack of clarity in priorities, incoherent PMS updates and inadequate planning led to delays of guests and interdepartmental tension between Front Office and Housekeeping. Based on Gibbs Reflective Cycle, I examined how weaknesses in operations were developed by miscommunication, lack of clarity in delegation and imbalance between capacity and demand. The experience showed how the coordination, accuracy of information and supportive leadership systems are crucial in the administration.







[bookmark: _Toc213920342]Action plan
	Focus Area
	Actions
	Rationale & Expected Outcome
	Timeline

	1. Structured Handover Process
	Introduce a standardised digital and written handover sheet covering room status, priorities, arrivals, discrepancies, and pending tasks. Night staff complete it; morning staff review at shift start.
	Reduces confusion, ensures consistent information flow, and prevents duplicated check-ins. Expected outcome: fewer room-status errors and quicker guest processing.
	Week 1

	2. FO–HK Coordination Routine
	Establish a 5-minute daily coordination huddle between Front Office and Housekeeping supervisors to confirm early check-ins, VIPs, and out-of-order rooms.
	Enhances planning, prevents last-minute conflict, aligns with service-operations best practice. Expected outcome: smoother room releases and stronger teamwork.
	Week 2

	3. PMS Accuracy & Responsibility Assignment
	Allocate clear responsibility for updating the PMS every 20–30 minutes and verifying housekeeping notes. Introduce a simple checklist for completion.
	Improves reliability and reduces service gaps. Expected outcome: real-time accuracy, fewer guest delays.
	Week 3

	4. Feedback & Recognition System
	Implement short weekly feedback exchanges and recognise accurate handovers on the notice board.
	Boosts motivation in line with Vroom and supports continuous learning. Expected outcome: improved morale and proactive communication.
	Week 4 onwards


[bookmark: _Toc213920343]
Conclusion
This experience has shown that the basic aspect of hotel administration is system design: the organisation of communication, the correct flow of information and proactive supervisory control. As compared to my Level 4 placement, in which tasks were easier and more facilitated, Level 6 revealed more in-depth organisational issues that demanded leadership, planning and cross-functional organisation. The knowledge on these gaps helped me to be able to critically analyse operations and identify how motivation, capacity alignment and reflective practice would impact on guest satisfaction. In the future, I will use these lessons to create more transparent handover procedures and an effective interdepartmental partnership.
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