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[bookmark: _Toc211794273]Introduction 
Wivenhoe House Hotel is a four-star heritage facility that envisages itself to operate within the University of Essex campus and provides accommodation, restaurant, and event services to both the academic and commercial markets (Wivenhoehouse.co.uk, 2025). Throughout my replacement experience at the 160 hours, I was placed in the reception department and I was allocated such duties as reception of guest requests, room and restaurant bookings, special co-ordination, and contacting housekeeping and management staff. According to Vallen and Vallen (2014), front-office operations are the key communication medium between the guest expectations and service delivery departments.
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Figure 1: Wivenhoe House Hotel – Essex, UK 
(Source: Wivenhoehouse.co.uk, 2025) 
During my placement, I noted that the personalised guest requests were handled on the informal verbal basis between housekeeping and reception. Although the commitment of staff members served to deliver most of the requests made, the inexistence of an established tracking system posed a possible threat of miscommunication during peak hours. This reflection is a critical assessment of how interdepartmental communication practises affect the management of guest experiences. Based on the learning experience in the Marketing Essentials and Hospitality and Guest Services module, the discussion will analyse the effect that expectation management, service consistency, and staff coordination has on guest satisfaction. 
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[bookmark: _Toc211794275]Management Styles 
At Wivenhoe house Hotel, I closely worked with reception managers who embraced a management style that supported and participative management style. The employees were also motivated to accept the responsibility to enquire guests and solve the issues independently where feasible. This is in line with modern practise of service leadership where empowerment promotes responsiveness and employee motivation. According to Felce (2019), the learning occurs in an experiential setting where supervision fosters a sense of autonomy and confidence-building despite being strict with tasks control. 
I observed that in high-stress situations, where large crowds of people arrived at the venue or the busiest time to have a check-in, the management acted directive to ensure the service delivery continued. Although that guaranteed an efficient operation at once, it minimised personnel contact and flexibility in managing special needs of guests. Hagg (2013) observed that when a placement setting is reliant on directive management, it might limit the formation of reflective learning and lessen the incentive of staff. In the Management and Organisational Behaviour angle, this is an indicator of the necessity of adaptive leadership methods of creating a balance between control and empowerment. 
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Wivenhoe House Hotel has its service culture that is based on professionalism, courtesy, and interaction with guests personally. This cultural orientation was through the way reception and housekeeping staff coordinated to solve guest request. Walker (2021) highlighted the importance of strong service-oriented hospitality cultures being based on shared service values that shape behaviour outside the written procedures. My placement showed that the staff was respectful to one another and helped when they needed another that facilitated easy delivery of guest services despite the pressures of the running of the business.
I also realised that cross-departmental collaboration was dependent on informal inter-personal relationships opposed to formal communication mechanisms. When customers were contacted as special guests, a direct contact of the housekeeping was necessary where individual staff members had to reach the housekeeping. According to Rughubalan (2009), informal coordination encourages the inconsistency of services as the staff shifts or the working rates they bear increase. considering Personnel Resourcing and Development, this is a cultural gap as there is work togetherness, but it is not encrypted into formal processes of operations. 
[bookmark: _Toc211794277]Marketing and Guest Experience 
The prominent learning outcome during my placement fell under guest experiences management. Reception department is the one that transfers the marketing communications into lived service encounters. According to Hudson and Hudson (2025), hospitality marketing develops expectancy frames to be maintained by operational performance. Wivenhoe house hotel positions itself as a high-end vintage hotel with personalised services and unforgettable moments (Wivenhoehouse.co.uk, 2025). 
An example of an incidence that showed this was when the couple was celebrating 20 years of marriage. The visitors asked to have special room arrangements to make their stay prominent. I personally liaised with housekeeping to be prepared with the room to be ready to attain these expectations. Although the request has been delivered successfully, the process was not based on any documented request system it was based on my personal follow up. Dimitrakaki (2023) emphasised that guest loyalty in high-end hospitality is largely about individuals, as the systems should offer personalised experiences to provide them with consistency and reliability. 
Jayanti (2023) explained that the integration between the front office and housekeeping forms the foundation in providing the customisation of the guest experiences. In the absence of standardised request tracking, there is a risk of rooms not being ready on time or guests not receiving what they expect. In the marketing Essentials view, this scenario would represent the possible expectation- performance gap in which the marketing assurances would exceed the operational stability. This experience reinforced my cognizance that guest satisfaction is not just a combination of goodwill among employees, but includes methodical coordination between marketing communication and service delivery.
[bookmark: _Toc211794278]Why the Issue significant 
Housekeeping and reception communication gap is one of the operational risks since the communication gap affects the delivery of personalised guest service. Anon (2010) underscored the importance of effective placement learning, where it is important to identify issues of service challenges affecting organisational performance. The use of informal verbal communication in making special request at the Wivenhoe House Hotel makes the operation subject to human error, change of shift and workload pressures. Hudson and Hudson (2025) posited that customers and clients demand transparent and flawless service delivery and when personalised experiences fail to deliver services properly, dissatisfaction is disproportionate.
About competition, Dimitrakaki (2023) stated that luxury hotels set themselves apart in feelings of emotional engagement with their guests and recurring personalisation. The inability to meet such expectations may cause negative online feedback, low repeat bookings, and weakened brand image. Enhancement of interdepartmental communication is crucial to the operational efficiency and sustaining the market positioning of the hotel. Such a problem is important in the sense that there is a connection of internal process design to how guests feel about the business practises and long-term business performance (Anon, 2010). 
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	Step
	Operational Change
	Alignment with Industry Best Practice
	Expected Impact

	1
	Introduce a digital guest-request recording system accessible to reception and housekeeping teams
	Integrated service tracking enhances coordination between departments (Jayanti, 2023)
	Reduces risk of missed personalised requests and increases consistency in service delivery

	2
	Implement structured daily arrival briefings between reception and housekeeping
	Routine cross-department communication improves operational accuracy (Rughubalan, 2009)
	Faster preparation of special rooms and smoother check-in experience

	3
	Establish post-stay feedback for guests receiving personalised services
	Feedback mechanisms support continuous guest experience improvement (Hudson and Hudson, 2025)
	Higher guest satisfaction, stronger online reputation, and improved repeat visitation


Table 1: Improvement Plan 
(Source: Self-made) 
These measures deal with the noticed reliance on informal communication and methods of harmonising operational practise with the principles of the hospitality service management. They make sure that they deliver marketing promises of personalised service through well-organised operational processes (Walker, 2021). 
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Working in the reception department of Wivenhoe House Hotel gave me a chance to examine the process of the guest service and think over the role played by the management in the practises, teamwork, and marketing strategies in the formation of the guest experience results. The anniversary guest case showed that staff commitment allowed recovery of service to be successful, but there was a gap in service consistency caused by the fact that there were no formalised interdepartmental communication systems. The connection to academic theory explained that sustained guest satisfaction needs entrenched structures of operation and not individual strategies.
The improvement plan presented provides viable interventions to enhance the communication between the reception and housekeeping, so that the hotel delivers personalised services based on the marketing promises given. This experience has formed my future career perspective, as it has strengthened in me the fact that the hospitality management profession requires that service culture and staff empowerment and structured systems of meeting the expectations of the guests should be well-aligned in a bid to constantly achieve higher expectations. 
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