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Introduction
Guest service operations are the foundation of any successful hotel. During my placement at Novotel and IBIS, I worked in several departments, including housekeeping, maintenance, meetings, and events. My goal was to better grasp how these areas impact overall customer satisfaction and hotel efficiency. 
To write my reflection, I used Gibbs' Reflective Cycle (1988), a model that allows a step-by-step examination of my placement. This report will be structured in six stages of reflection: description, feelings, evaluation, analysis, conclusion, and action plan. I will use this approach to critically evaluate my experiences, the skills I learnt, and the influence of operational problems on guest service.
Objectives 
· Understand leadership and operational strategies in Housekeeping, Maintenance, Leisure Club, Meetings, and Events (Michel et al., 2020).
· Improve communication and teamwork skills to improve guest service (Testa and Sipe, 2012).
· Develop practical problem-solving abilities in handling guest complaints and operational inefficiencies.
· Gain insight into event planning and execution in Meetings and Events.
· Observe and critically assess work-based skills to apply academic knowledge to real-world hospitality management (Gruman et al., 2009).
Understanding these divisions necessitates a closer look at their administrative functions and how they interact with the hotel's daily operations.
Hotel administration oversees several departments, each critical in guest service and operational efficiency. Housekeeping maintains cleanliness and order through room assignments, inspections, and staff coordination. Meetings and events require logistical planning, venue setup, and service coordination to satisfy guest expectations. Maintenance focuses on equipment care, repairs, and assigning tasks to guarantee infrastructure reliability. These departments' success depends on structured leadership, task management, and clear communication. Each location brings unique difficulties and learning opportunities, influencing my understanding of hotel operations. The following parts will go over my experiences in these areas, highlighting the problems I faced and the skills I learnt while on placement.

Reflection on Experience and Personal Development
Description
Housekeeping was one of the most memorable experiences I had while on placement. The department was outsourced to a business called HOTELCARE, and it soon became apparent that their working conditions were inferior to those of in-house hotel staff. I shadowed a housekeeper who did not speak English. Rather than assisting me through the process, she simply told me to "do beds" before leaving me alone. Because I was simply supposed to observe, I opted to wait rather than execute the assignment alone. 
In Maintenance, I noticed employees regularly avoiding work. They were meant to replace 12 doors per day but only got 5-6 done. During their many pauses, I asked the maintenance manager about their difficulties. His reaction was, "We have a lot of problems to solve, but we just focus on finding solutions. We don’t actually try to implement them." This perspective explains the department's inefficiency. 
Meetings and Events provide a more structured learning environment. I helped set up a hall for 130 guests, gaining firsthand experience with the preparation required for large-scale events. The supervisor was friendly and genuinely appreciated our enthusiasm for learning. His approach was a nice change from other departments, where students were frequently treated as a last-minute priority.
Feelings
At times, my placement was frustrating. I was dissatisfied in Housekeeping since there was no systematic guidance, only the obligation of completing physically tough jobs. This made me feel undervalued because I was there to watch and learn about the operational aspects, not to perform manual labour.
The maintenance department's lack of motivation was incredibly discouraging. Seeing employees abandon their responsibilities without responsibility made me wonder how the hotel operated efficiently. It also made me realise how poor leadership might harm team performance.
Conversely, working in Meetings and Events was a positive experience. The supervisor's passion made the learning environment more engaging, validating the premise that strong leadership directly impacts morale and work ethic.
Evaluation
The placement included both positive and negative characteristics. Positive experiences included hands-on participation in event preparation and the opportunity to observe supervisors. It was beneficial to learn firsthand how large-scale events are coordinated, providing insights into teamwork and logistics.
However, in some cases, the negatives outweighed the benefits. In Housekeeping, I was left to find things out on my own instead of being exposed to cleaning techniques or operational workflows. The same situation developed in Maintenance, where inefficiency and a lack of leadership were evident.
One of the most irritating experiences was being handed cleaning responsibilities at IBIS under the guise of "training." While I appreciate that some hands-on work is necessary for learning, deep-cleaning coffee machines and vacuuming hallways did not help me improve as a hospitality student. Even the F&B supervisor agreed that students should be assigned more meaningful assignments.




Critical Analysis of Work-Based Skills and Technical Knowledge
Communication and Coordination
Effective communication is essential in guest service (Johnston, Clark, & Shulver, 2012). Reception and Food & Beverage had a particularly bad interaction during a conference event. Guests constantly requested coffee refills from Reception, not knowing that a self-service station was provided. Due to a lack of direct communication between departments, staff continued to refill an untouched coffee flask. This problem may have been avoided with a simple explanation at the beginning of the event.
Similarly, in Housekeeping, misunderstanding was a common problem. There was no explicit instruction on what students were supposed to perform, resulting in confusion and inefficiency.
Task Management and Work Ethic
The Maintenance staff demonstrated how ineffective task management leads to inefficiency. Despite having a fixed number of days for door replacements, they constantly fell behind schedule due to lengthy pauses and a lack of urgency. This supports the argument that leadership is critical to productivity (Wood, 2013). Employees who are not under strict supervision are more likely to work with minimal effort rather than strive for efficiency.

Reflection on Organisational Issues
Situation: Poor Cleaning Standards and Housekeeping Challenges
One of the most worrying aspects I noticed was a lack of consistency in cleaning in guest rooms. Robot vacuums were widely utilised, but when they ran out of charge, housekeepers typically picked up apparent dirt by hand rather than vacuuming thoroughly. This raises major hygiene and quality standards issues, especially in the post-pandemic hospitality environment.

Impact on Guest Experience
Guests want hotel rooms to be thoroughly cleaned, not simply tidied on the surface. If sanitation difficulties are apparent, they can generate negative online reviews, harming the hotel's reputation (Wu and Gao, 2019).
Impact on Operations
If guest complaints regarding cleanliness increase, it places additional pressure on Reception and Housekeeping to resolve issues, leading to inefficient workflows.
Solutions
1. Housekeeping supervisors should conduct random room inspections to uphold cleanliness standards.
2. Staff should receive clear instructions on cleaning procedures and be held accountable for cutting corners.
3. Manual vacuums should be mandatory, when necessary, instead of relying solely on robot vacuums.

Conclusion and Action Plan
Key Insights
My placement demonstrated the value of communication, leadership, and accountability in hotel operations. Departments without clear direction, such as Housekeeping and Maintenance, were the most inefficient, whereas well-managed sections, such as Meetings and Events, provided a considerably more structured learning environment.
Future Professional Development
Effective leadership in hospitality must address team motivation, accountability, and operational inefficiencies (Stalcup, 2007). To improve these areas:
1. Implement client-oriented leadership to strengthen interdepartmental collaboration, reducing miscommunication and inefficiencies (Bovsh et al., 2020).
2. Adopt transformational leadership to boost engagement in underperforming teams, such as Maintenance, where task avoidance causes delays (Huertas-Valdivia et al., 2019).
3. Ensure student placements involve structured supervisory experience rather than excessive manual tasks (Gruman et al., 2009).
4. Implement quality control checklists for room inspections, improving accountability and preventing substandard cleaning (Johnston et al., 2012).
5. Implement daily task reporting in Maintenance to prevent delays and inefficiencies (Michel et al., 2020).
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Appendix
Level 6 Hotel Placement – Weekly Progress Tracker
Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned. Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday, 7th March 2025] at 23:59pm.

	Week 1

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Induction Day

We were received very professionally. The reception was already informed about the induction meeting, and upon arrival, we were given access cards for the elevator, along with the floor and conference room details. The conference room was fully prepared by the time we got there.
There were six of us assigned to Novotel. When we all shared our expectations and what we hoped to learn during the placement, most of us expressed that we wanted to spend some time with a manager to see what really happens behind the scenes and how a hotel is managed. However, HR quickly informed us that, unfortunately, they could not offer that kind of placement. Hearing this was disappointing for all of us.
After the induction session with HR, we were supposed to complete the Health and Safety and Fire Procedures training, but that did not happen. We were instead told that it would take place on our first shift.
Since my schedule depended on my children’s routine, my rota was set for three days a week, ensuring I could complete my 16-hour weekly  shifts.

Day 1: Reception at IBIS
On the first day, I was in the office with Catherine, the HR representative responsible for us, waiting to complete the Health and Safety and Fire Procedures training. However, once again, this did not happen because “everyone is too busy.” Instead, I was sent to the reception at IBIS, where Catherine specifically told the receptionist not to go into too much detail with any of the students, as we would not be staying at the hotel for long.
The reception area is an open space connected to the restaurant and bar. The receptionist is responsible for all three areas, including preparing the restaurant for breakfast, lunch, and dinner and cleaning up afterwards. While there, I observed how check-ins and check-outs were handled, how payments were processed, and that they use Opera Cloud software, a product of Oracle Inc.
I noticed that the POS system is not directly connected to the central system of IBIS, so the receptionists manually enter the payments. For reservations made directly by phone, they use ResaWeb. They also have ShiftNote, where staff document daily events for the next shift. For reviews, they use TrustYou, but I noticed that some receptionists only respond to positive reviews, leaving negative ones for other team members because they are unsure how to reply without making the situation worse.



Day 2: Sorting Uniforms in Storage
On the second day, I was sent to the attic, where I spent my entire shift sorting uniforms, separating those in good condition, those for charity, and those that needed to be discarded. The goal was to complete an inventory of uniforms, which had not been done since 2019, even though it was supposed to be done periodically. This task falls under HR’s responsibility, but when we finished sorting, HR only showed up to count the inventory, which didn’t seem entirely fair.

My colleague and I were left alone in storage without even being given water for a long time. It wasn’t until three hours later that HR came to tell us we could take a break. After our break, we were sent back to finish the task.

	13/01/2025





















First Week – W/C 20 January
	
	

	Day 3: Reception at Novotel

I was at the Novotel reception the next day, but I didn’t do much, as I had already learned about the system on my first day at IBIS. However, I did witness an unexpected situation.
Three intoxicated individuals barged into the hotel, claiming that one of them was having an epileptic seizure and demanding that reception call an ambulance. Fortunately, the general manager was present and took control of the situation. She explained to them that the hotel could not call emergency services without sufficient details about the individual, especially since he was not a hotel guest.
This angered two of the individuals, who started causing a scene. The manager then called the police. When the police arrived, the two aggressive individuals ran away, leaving behind the man who claimed to have had a seizure. He stayed at the hotel entrance, waiting for a taxi booked by reception to take him to the hospital.
Although I was a bit shaken by the situation, especially since I had never expected to witness such an event, I don’t think the manager handled it entirely correctly. While it’s true that the men involved were somewhat aggressive, I still believe that if the individual had been having an epileptic seizure, the situation could have been serious.
In such cases, calling an ambulance seems the most logical and responsible action. You can’t just call a taxi to take someone to the hospital when they might be experiencing a medical emergency. Of course, there was no way to know for sure whether the person was really having a seizure or if the situation was exaggerated, and the men with him could have been overreacting.
Since I don’t know what happened afterwards, I can’t say for sure if they panicked and left or if the man actually had a seizure. But emotionally, if I had been in that position, I think I would have called an ambulance, just in case.
Trying to understand why the manager made that decision, I considered that she might have had more experience and recognised that the situation was not as severe as it seemed. On the other hand, it’s also possible that she has dealt with similar incidents before and knew that these situations often turn out to be false alarms.
Since I didn’t discuss the incident with her afterwards, I don’t know her perspective or why she made that decision.
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	Week 2

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	This week, I was assigned to Food and Beverage . The supervisor was very kind and took the time to show me how breakfast payments are processed and how charges are applied to guests' rooms. Unfortunately, since it was not a busy day, I did not get the chance to put this into practice.
The F&B manager assigned my colleague and me to prepare an event hall for 130 guests. This gave us hands-on experience in setting up large-scale events.
I also learned how to operate the coffee machine and restock the bar fridge, which are essential daily tasks in the F&B department.
This week was truly enjoyable, and I was impressed by the way the Food & Beverage supervisor welcomed us. He had a positive attitude, was motivating, and maintained a light-hearted, friendly atmosphere.
What stood out the most was that they genuinely appreciated our willingness to learn. They openly expressed their happiness that we were eager to gain knowledge and even mentioned that it was refreshing to see young people so committed to their education.
He said that wished to  have been more involved in helping us, but, as he jokingly put it, his job title didn’t exactly allow it :). 

	W/C 27 January
	
	






	Week 3

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	
First Shift: Breakfast and HR Issue

I was assigned to Food and Beverage again this week. The first part of the morning was slow, with little to do besides clearing breakfast from the buffet, wiping tables, and resetting them.
During my shift, my colleague Cosmin asked me to speak with Catherine (HR) about his shifts. He had received an email from the university stating that he had missed all his scheduled shifts, even though he had attended everyone. He had also tried reaching out to HR, but they were not responding to his messages.
When I asked Catherine about this, she seemed annoyed by my question and told me that we were not allowed to show up whenever we wanted without notifying them, even though we had all clearly stated our availability during induction.

Second Shift: Unnecessary Tasks and Isolation

The next shift felt noticeably different. When I arrived in the morning, the general manager instructed the F&B manager to give us as many tasks as possible. As a result, I ended up spending the entire shift cleaning the glassware storage room, sorting glasses, and vacuuming hallways.
I don’t mind doing these tasks, but I do not think this is the kind of experience I should be gaining at Level 6. I expect to be given work that helps me learn about hotel operations, not just manual labour. Even if I am not being directly taught something, being surrounded by people in the industry allows me to pick up useful insights and knowledge, something that doesn’t happen when I am isolated in a storage room.
At one point, a bar staff member asked me to vacuum a long hallway and then disappeared. Since I wasn’t told which vacuum to use, I went to get the F&B vacuum and passed through the kitchen to avoid walking with the vacuum through the entire restaurant and lobby.
Halfway through vacuuming, an employee yelled at me for using a vacuum that “smelled bad” and told me I had to change the bag. This irritated me because I am not an employee and was never told that I had to do maintenance on the vacuum. When I finished, I attempted to return the vacuum to the F&B storage, again passing through the kitchen. This time, a kitchen employee told me that I wasn’t allowed to go through there with the vacuum, even though no one said anything the first time I passed through.

Third Shift: Bar Service and Supervisor’s Feedback

The next day was better. The supervisor was back, and I spent the first part of my shift shadowing again. Later, I worked at the bar, serving coffee to some guests and handling their payments on my own, with the supervisor next to me for support.
During our conversation, the supervisor told me that he didn’t think it was fair that we were being assigned the tasks we were given. He pointed out that the staff members were paid to do these jobs, so it was unreasonable to use unpaid students for cleaning and manual labour. In his opinion, since we were Level 6 students training to become hotel managers, we should be learning more relevant skills that would actually help us in our careers, confirming also my opinion.



Unexpected Cleaning Duties at IBIS

Later that day, I was sent to IBIS because they called Novotel requesting help. When I arrived, I was given a cleaning checklist and told to complete a deep cleaning session.
I didn’t think this was appropriate, but I did it anyway. The list included:
· Deep cleaning the coffee machine
· Deep cleaning the dishwasher (which meant kneeling to scrub it)
· Cleaning the restaurant and preparing it for lunch service
While I am willing to do various tasks, this didn’t feel like a learning experience, it felt like free labour.
	W/C 3 February
	
	



	Week 4

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	
First Shift: Housekeeping and Fire Procedures

This week, I was assigned to Housekeeping, which is an outsourced firm. The housekeeping department is run by a company called HOTELCARE, and their employees do not receive the same benefits as the hotel’s direct staff. For example, I heard from a former housekeeping employee that during COVID-19, the hotel's direct employees received 80% of their salary while staying at home, whereas the housekeeping staff received nothing. This put them at a disadvantage compared to the rest of the team.
The first part of the day was spent with the housekeeping manager, who finally conducted the Fire Procedures training. He was genuinely shocked that I had already been at the hotel for four weeks without HR taking care of this. After that, he showed me their work system and how they handle paperwork.
At Novotel, there are only eight housekeeping employees, and they are assigned the same rooms every time so that, in case of a guest complaint, it is clear who is responsible. I also noticed they use robot vacuums for the rooms, but the manager was not satisfied with them because they are effective.
Later in the day, I was assigned to shadow a housekeeper who did not speak English. She led me to a room, said "You do beds," and then left. Since I was only supposed to shadow, I did nothing and waited for her to return.
After that, I was paired with another housekeeper, who was much nicer and told me that it was her job to do all the tasks, and I was welcome to just observe. While observing, I noticed that when the robot vacuums ran out of battery, instead of switching to a regular vacuum, they would often just pick up visible dirt by hand and leave the rest of the room unvacuumed.
I believe this situation is not acceptable, especially considering the high standards the hotel claims to uphold, particularly in terms of sustainability and cleanliness.
I can only hope that all companies remember the lessons learned during the pandemic and apply them moving forward. That period was a difficult time for everyone, and the practices we developed (especially regarding hygiene and responsible operations) should not be forgotten but rather implemented consistently.





Second Shift: Front of House and Miscommunication

The next day, the manager assigned me to Front of the House with the employee responsible for that section. She was surprised when I told her I had not made any beds the day before. When I explained that, as a Level 6 student, I was only there to observe, she told me that they usually show students how to make one bed, then expect them to make the rest on their own. I did not think this was fair, as bed-making is one of the most physically demanding parts of the job.
That day, the housekeeper initially expected me to clean toilets and locker rooms along with her. But after I explained my perspective, she only asked for help with smaller tasks, which I was happy to assist with if I was not doing her job alone.
Later, I was asked to vacuum two hallways on two different floors, which I did.

Break Time and F&B Supervisor’s Response

During my break, I ran into the F&B supervisor and mentioned wanting a coffee. He told me he would gladly make one for me, but the F&B manager was at the bar and decided that we could no longer drink coffee whenever we wanted. I found this strange and frustrating, as I could have easily just paid for my own coffee.

Final Shift: Cleaning Rooms and Questionable Practices

On my last day in Housekeeping, I was once again assigned to the same person from Front Office, but we were cleaning guest rooms this time.
I helped dust the furniture and remove the bed linens, but I noticed something troubling, repeating:
· In some rooms, if the robot vacuum ran out of battery, they wouldn’t bother vacuuming manually.
· Instead, they would quickly check for any sizeable visible dirt, pick it up by hand, and move on to the next room without properly cleaning the floor.
This made me question the cleaning standards even more, especially since guests assume their rooms are thoroughly cleaned.
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	W/C 10 February
	
	






	Week 5

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	
This week, I stayed at home after informing the hotel that I could not come in. My children were on vacation, and since I had no one to look after them, bringing them with me was not an option.
I was told I would need to make up for this week at the end of my placement, meaning I will recover these shifts after March 28.

	W/C 17 February
	
	



	Week 6

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	
First Day: A Positive Start at IBIS and a Shocking Discovery at Novotel

The first day of this week went surprisingly well. I was at IBIS, and the receptionist on duty was very kind. I was pleasantly surprised when he let me use the hotel’s system on the computer, which gave me a chance to interact with it firsthand.
We also had a conversation about the work culture at the hotel, and I learned that while the hotel officially promotes equality and diversity, the reality is quite different. There are clear favouritism issues among managers, and not all staff members are treated equally.
Later in the day, I was called to Novotel to inspect some rooms, and what I found was shocking: the level of cleanliness in the rooms I checked was terrible. The hotel staff even asked me to take photos of everything I found.
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Second Day: Disrespect and Conflict at IBIS

I was back at IBIS the next day, but the experience was completely different. The staff that day was disappointing. The receptionist, a young woman, looked bored and uninterested when I entered the hotel.
From the start, she clarified that she was unhappy that I was there. When I asked if I could get the rota to sign it since I wasn’t sure where it was, she told me it was in the office. I found it odd that she expected me to go inside and search for it myself, so I politely asked if she could hand it to me.
After that, she gave me a task list, which was once again the same deep cleaning tasks and preparing the restaurant for lunch. She handed me the paper and said:
“You must do this. If there’s something you don’t know, ask me, and I will show you.”
Since I had already done all these tasks before, I told her that I was happy to help with certain things, but I was not going to do all of them, as that was not my job. She did not take this well. She snatched the paper from my hands and said she would do it herself since she had to do these daily tasks anyway.
When the manager arrived, I asked her if it was normal for staff members to act like this. From there, the situation escalated into an argument. I explained that since the start of my placement, I had barely learned anything helpful and had been assigned to do cleaning tasks most of the time. As a Level 6 student, I expected to gain valuable skills, not just be used for manual labour.
However, the manager sided with the receptionist, saying that she did not find her behaviour rude and that I should have followed the instructions.
After that, I tried to help, but the staff wanted nothing to do with me. The receptionist left me at the front desk while she did all the tasks herself. Whenever she needed something from the desk, she would grab it aggressively, and when she put things back, she would slam them on the desk near me, which I found extremely rude.
When I brought this up to the Front Desk Manager, she told me it was "normal" because I had "upset her."
Later that day, I was sent to Novotel's reception, which was a much better experience.

Final Day: Choosing Novotel Over IBIS

On my last day of the week, I was supposed to return to IBIS, but since I knew the same receptionist would be there, I went straight to Novotel instead.
I met the Front Desk Manager and asked if I could stay at Novotel instead of IBIS, and she approved my request.
At Novotel, I was assigned to work on social media content. I took photos of the buffet and lunch setup for the hotel’s Instagram page. I had done this before, and I enjoyed it. I also received positive feedback from the Deputy Manager.












Reflection on My Experience at the Hotel

Overall, my experience at this hotel was far from pleasant. No one seemed to care about the students, how we felt, or whether we were actually learning anything. The staff appeared friendly on the surface, but as soon as you turned your back, they would start talking behind it (though, of course, there were a few exceptions who were genuinely kind).
Whenever I tried to ask questions that could help me with my assignment, all the managers suddenly became too busy. They would only give rushed answers while walking away, leaving me no fundamental understanding of the topic. This showed a lack of respect for students who were there to learn.
During my conversation with the Front Desk Manager, I explained my perspective and how I felt I had not learned anything valuable for a future managerial role. Her response? No other students had ever complained, and I was supposedly the only one with an issue with their training methods. But that’s simply not true. Students (mostly migrants) enter universities through recommendations. In our area, many students attend the same institutions, and of course, people share their experiences, whether good or bad. It’s nearly impossible not to know a student, whether they’re in a different year, semester, or even just a few months ahead or behind you.
University marketing largely works through word of mouth. Even when people find opportunities online, they still ask around before committing. Before enrolling, most students will seek opinions from those who have already gone through the experience.
That being said, this shifts into a marketing discussion, which isn’t really the focus of this conversation.

I found it frustrating that instead of addressing my concerns, they chose to compare me to past students. Everyone has different career goals and personal expectations for their learning experience. I refuse to settle for nothing—just because others might have, whatever their reasons were.
	W/C 24 February
	
	

	
Hotel Issues and Operational Challenges

Even though my questions were often ignored throughout my placement, I observed several significant problems within the hotel’s operations. These issues affected efficiency, communication, and staff morale, leading to unnecessary complications.

1. Poor Kitchen Stock and  Limited Menu Options

One of the biggest issues in the kitchen is that their stock levels are extremely low, sometimes close to zero. This leads to limited menu choices for guests, which is frustrating for both customers and staff.
Since the restaurant staff never know which items are actually available, they constantly have to run back and forth between the guest tables and the kitchen, checking if certain dishes are still an option. This wastes time and creates a disorganised dining experience. The root cause? Weak communication (and lack of interest from the employee and even manager side) between the kitchen and restaurant teams could be easily solved with a better system for tracking inventory and updating the menu accordingly.

2. Lack of Communication Between F&B and Reception

The communication between the F&B team and reception is poor, which leads to avoidable confusion. One example I witnessed occurred during Week 2 of my placement.
A conference room on the top floor had coffee included in its rental package. The guests kept calling reception, requesting coffee refills, but the bar staff  (who were responsible for delivering it) found the coffee flask untouched each time they checked. Since there was no direct communication between the departments, this cycle continued multiple times.
I suggested that the bar staff speak directly to reception to clarify the issue, as the WhatsApp messages used for interdepartmental communication were too vague. When we arrived at reception, we discovered that the conference guests had never been informed about the lounge area where their complimentary coffee was located. Instead, they assumed they needed to order coffee from the bar separately.
To resolve the issue, we went to the conference room, explained the situation, and let them know that if they wanted any extra coffee outside of what was included, they would have to order it directly from the bar. This slight lack of communication created an unnecessary issue that could have been prevented with clearer instructions at the start of the event.

3. Maintenance Staff Avoiding Work

At the time of my placement, they had a major project: replacing all the doors in the hotel. They were supposed to install 12 doors per day, but they were only completing 5-6 doors daily, leaving them far behind schedule.
During one of their smoke breaks, I asked the maintenance manager if he could provide some insight into their department and the challenges they faced. His response?
“We have a lot of problems to solve, but we just focus on finding solutions. We don’t actually try really hard to implement them.”

4. Overloading Reception Staff at IBIS

At IBIS, receptionists are not just responsible for front desk duties, they are also expected to handle:

· Bar service
· Restaurant duties
· Sometimes even kitchen work
· Occasionally helping with maintenance tasks

This creates stress and inefficiency, as receptionists are often pulled in too many directions. On busy days, this leads to longer wait times for guests and a generally chaotic work environment.

5. System Failure at IBIS – Four Days Without Internet

For four consecutive days, IBIS had major internet issues, which meant staff could not access the hotel’s system at all. This affected check-ins, check-outs, and reservations, making it impossible to run operations smoothly. Instead of having a backup plan, staff were left struggling to handle guests manually, causing frustration for both employees and customers.

6. Favouritism and Unequal Treatment Among Staff

One of the biggest issues across the hotel is the clear favoritism from management. Instead of treating all employees equally, certain staff members are given special treatment, while others are overlooked.
This creates a toxic work environment, where some employees feel undervalued and unmotivated. When management plays favourites, it damages team morale and prevents fair career growth opportunities.

In a nutshell

Most of these problems stem from poor communication, lack of organisation, and management issues. While some individual employees were professional and helpful, the overall system within the hotel was flawed. Simple improvements in communication, task distribution, and staff engagement could make a massive difference in how efficiently the hotel operates.
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