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[bookmark: _Toc213394557]Introduction
Throughout my Front Office and housekeeping coordination placements in Level 6 at Novotel Sheffield, the administrative accuracy, flow of communication and interdepartmental alignment were directly related to the guest experience. I was working on updating room statuses, assisting with the work of the reception and observing the flow of information within teams in peak periods. One of the recurrent administrative problems was that the communication between departments was not always consistent, resulting in delays, redundant work and staff demotivation. This reflection critically examines how administrative procedures influenced service reliability and employee involvement, utilising Gibbs Reflective Cycle (1988) based on my Level 5 module Management and Organisational Behaviour to assess leadership, workflow design and decision-making.
[image: Gibbs Reflective Cycle]
Figure 1: The Gibbs Reflective Cycle (Nurlatifah et al., 2023)


[bookmark: _Toc213394558]Description 
My Level 6 placement experience at The Whitehouse, Worcester, saw me complete two significant Food and Beverage projects. The former consisted of the creation of Wine-tastic Selections, a modernised wine menu that would expand the appeal of guests and maximise profits. This involved market research, communication and marginal analysis with suppliers. The second project aimed at the development of a competitive wedding buffet package to enhance the booking of events and total F&B revenue. I was able to collect client feedback, benchmark competitor products and present recommendations to the management. The two projects required the use of creativity, inter-departmental cooperation and implementation of administrative and marketing skills acquired in the previous modules. But they succeeded mostly on the basis of organisational communication and alignment of leadership, which proved to be the most important weaknesses later on in the process.

[bookmark: _Toc213394559]Feelings 
The beginning of my placement was both exciting and nervous, especially when coming to the design of a realistic wine menu, which would correspond with the brand identity of the hotel. The Level 4 experience at Delta by Marriott, Bristol City Centre, made me more confident in my administrative work, organisation of guests and attention to detail, which was necessary to cope with the situation almost instantly. Although my creativity was initially valued by the management, frustration arose when some members of the team opposed change. As Fang (2023) clarifies, a lack of recognition lowers motivation, which is also true in my case. Equally, Wood (2013) brings out the unclear organisational structures to bring an issue to job satisfaction. These emotions were converted into professional development, which builds my resiliency and long-term career development through regular self-reflection as suggested by Felce (2019).


[bookmark: _Toc213394560]Evaluation 
My internship at the Whitehouse provided good growth prospects. I enhanced my time management skills, enhanced my skills to communicate with guests and gained confidence in dealing with people when in a stressful situation. The Level 6 experience, compared to my Level 4 experience at Delta by Marriott, which was initially more operations-oriented, i.e., involved primarily guest-facing work, entailed strategic thinking and innovation and testifies to the fact that an operational assistant is now a reflective practitioner who can make a difference. Manager assistance reflected the mentorship concept supported by Hagg (2013) in the development of self-awareness. These positives were, however, overshadowed by organisational weaknesses. F&B sales lacked communication with each other, which led to misalignment in operations and dissatisfaction among guests. The lack of consistency in the information led to a violation of SERVQUAL dimensions of Reliability and Assurance (Sugiarto and Octaviana, 2021). The LC of Kolb (1984) demonstrated that the absence of reflective phases resulted in the recurrence of inefficiencies. Cross-functional cooperation is the key to stable service quality, as Johnston et al. (2012) observe. Moreover, this experience helped to support the fact that administrative reliability is not only a performance of an individual but also a capability of the organisation to implement interconnected stable systems. The Level 5 Management and Organisational Behaviour module highlighted the inevitability of conflict and inefficiency in scenarios where roles are not clearly defined and structured communication is not well established, which were trends that I could personally witness in F&B and sales. The absence of explicit ownership of guest information transfer indicated that even the inspired staff was unable to deliver any consistent results, showing that operational excellence is a structural, rather than individual, endeavour.


[bookmark: _Toc213394561]Analysis 
In this case, the importance of the communication systems, leadership behaviours and motivational structures to the administration performance in the hotel operations was brought into the limelight. According to Dean and Sykes (2020), placements increase the professional competence of the students when the critical association with the industry standards is made, which can be seen here. The processes that relate the departments based on timely information flow and recognition structures are the key to administrative effectiveness. Following the principles of Service Operations Management, Johnston, Clark, and Shulver (2012) note that front-stage reliability can be obtained only in the case when the coordination in the back office is flawless. A service gap at The Whitehouse appeared due to the housekeeping update not being aligned with the front-office information, which resulted in reactive rather than proactive guest service.
Performance was also undermined by motivation issues. The Expectancy Theory, developed by Vroom, states that the motivation of the staff declines when the efforts are not associated with any significant results or rewards (Khairul Amali et al., 2023). Psychological fatigue was caused by employees who overworked or tried to rectify mistakes and were not rewarded. This can be understood with the help of Tuckman's Team Development Model since the Front Office and Housekeeping teams were in the storming stage, and they were unable to achieve clarity in roles and common goals (Wei et al., 2023). The organisation was also unable to convert the experience into organised learning. Experience Learning Cycle (1984) by Kolb emphasises that reflection and experimentation are necessary to avoid making the same mistakes (Nurunnabi et al., 2022). There was no regular revisiting of the issues, and even though the team was faced with issues frequently, the problems recurred. The administrative systems are the nervous system of the hotel, as Vallen and Vallen (2014) and Bardi (2010) refer to; any failure in time or misalignment in the chain causes a delay at any point, and the whole process is interrupted. Finally, the structural level was the source: operational excellence needs the integration of technology, good communication and empowered leadership to maintain a similar experience of guests.
[bookmark: _Toc213394562]Action Plan
Reflective insights are operationalised in the action plan, translating communication issues into operational performance strategies. It entails integrating a sense of responsibility, feedback and coordination between departments, through service blueprinting, as well as the motivational framework created by Vroom. The systematic enhancement will not be abstract, but practical, enhancing efficiency, morale among employees, and customer satisfaction in actual administrative settings.
	Action
	Steps & Rationale
	Timeline
	Industry Best Practice & KPIs

	1. Daily Admin Huddles
	Introduce 5-minute FO–Housekeeping huddles to confirm room status, priorities, and updates. Improves communication flow and reduces reactive decision-making.
	Within 1 week
	Used in Marriott & Accor hotels to synchronise departments. KPIs: <5 room-status discrepancies/day; faster check-in readiness.

	2. Shared Digital Dashboard
	Implement a simple shared dashboard (Teams/Sheets) showing live housekeeping progress, maintenance notes and early check-in requests.
	2–3 weeks
	Reflects industry digital integration standards. KPIs: 20% reduction in miscommunication; smoother FO–HK coordination.

	3. Structured Feedback Loop
	Introduce end-of-shift 2-minute feedback to identify issues and log recurring problems for weekly review.
	From week 3
	Supports Kolb’s learning cycle. KPIs: Fewer repeated errors; improved clarity in next-day planning.

	4. Recognition & Delegation Training
	Provide supervisors with short training on recognition, task allocation and motivation principles.
	1 month
	Aligns with Herzberg/Vroom. KPIs: Increased staff engagement; reduced delays linked to low morale.
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[image: ]The formulated WhiteHouse Wine-tastic Selections (2025) menu is a tangible representation of my contribution made during the placement. The creation of this artefact helped me understand marketing of F&B, brand alignment, and guest-experience management better. The menu was officially accepted for operational use, and it is discussed that I should be given credit for its authorship, which was intended to demonstrate my ability to exercise practical innovation, leadership initiative, and reflective professional development.
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## Wine-tastic Selections

SPARKLING
bottle
Santa Eleni Prosecco ltaly ABV: 10.5% 30
Della Vitte Rose Prosecco D.O.C. ltaly ABV: 11% 10
Della Vitte Zero Alcohol Rose Prosecco ltaly ABV: 0% 35
WHITES
bottle glass 175
Prospetti Pinot Grigio Italy  ABV: 10.5% 23 6
Sauvignon Blanc Reserve St Jacques  France ABV:12% 24 65
Accomplice Chardonnay  Australia  ABV: 13% 26 7
Roundstone Sauvignon Blanc  New Zealand ABV:12.5% 28 7.5
REDS
bottle glass 175
South Coast Merlot  South Africa  ABV: 13.5% 23 6
El Vaquero Malbec Argentina  ABV: 14% 23 6
Vistamar Brisa Cabernet Sauvignon Chile  ABV: 13% 2 65
Coorong Estate Shiraz  Australia  ABV:13.5% 28 75
Jafflin Point Pinot Noir France ABV: 12% 28 7
ROSE
bottle glass 175
Prospetti Pinot Grigio Blush ~ Italy ~ ABV:10.5% 23 6
Riptide White Zinfandel Rose  Usp  ABV: 10.5% 28 75

125mi measurement available on request.
All values are listed in pound sterling and inclucle VAT up to 20%.
Please speak to a member of our team before ordering if you have a food allergy o intolerance.
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