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INTRODUCTION:
The chosen department for the Holiday Inn Derby location is the maintenance department. This department comprises of one person the manager who usually handles all of the maintenance-related issues in the hotel. The role undertaken was an assistant to the manager. This department ensures that the entire hotel is inspected daily and that maintenance of the facility is conducted efficiently and promptly. The three learning objectives that are in mind when entering this department is firstly understanding the task priority scheme. When a hotel needs to be maintained especially when all the maintenance is done by one person it is important to have a plan on which tasks are a priority to ensure that guests are satisfied (Connors, 2019). The second objective is to observe how maintenance costs are reduced. It is important to understand ways in which costs can be reduced especially in maintenance which is costly at times (Actabl, 2025). The third objective was to observe how inventory is managed. Inventory management is an important aspect of maintenance where it is to ensure that there is everything needed to keep the hotel running smoothly (Hayes, 2024).

ROLE REFECTION:
The role being undertaken is an assistant to the manager. On a day-to-day basis, any related issues that occurred were either dealt with by me if it can be done or it would be communicated to the manager. The manager’s working hours are 7 am to 3 pm thus any issues that came up during his off times were done by me. Whenever any related issues were dealt with by me, I would always make it known to the manager. Some examples of things I have done are fixing shower heads and replacing wheels on tables. 
The key skills required for a maintenance manager are technical knowledge, leadership skills, decision-making problem-solving, and communication skills. In terms of technical skills, managers must be knowledgeable and have experience maintaining a hotel. Experience allows them to properly supervise and teach staff but also be ready to troubleshoot any complex issues that may arise (O’Brien, 2025). According to (Schroeder, 2022) states that a knowledgeable manager builds credibility amongst the team which fosters respect. This will allow staff to be more confident about the knowledge that is being shared. In terms of leadership skills managers must be able to motivate their staff to accomplish clear objectives and goals. A great leader will ensure that work is delegated fairly and efficiently this would reduce bias. Clear goals and objectives are established to ensure that all the staff knows what has to be done daily which facilitates a high-performing team. Leaders creating a positive work environment gives employees the ability to be comfortable and open with tasks and ideas. This can encourage teamwork where staff is comfortable learning and working with each other (O’Brien, 2025). In terms of decision-making and problem-solving managers must be able to think critically. In a hotel, many issues can happen unexpectedly, and a manager must be able to handle these matters quickly (O’Brien, 2025). Communication skills are important when dealing with staff because they would be able to clearly understand what is needed to ensure their tasks are being done correctly while facilitating trust and respect. Feedback is also important thus conveying constructive feedback to staff is essential (O’Brien, 2025). 
An example of how the manager showed great leadership skills using the ERA cycle theological reflection model using the ERA theoretic reflection model was I had fixed a safe and I had met him in the lobby and told him that I had fixed it. He had checked it and returned and told me that I did a great job. Looking back on that experience I felt seen and happy because he took the time to check my work and still praised me for the great job. This in turn motivated me to keep helping him with maintenance tasks while he was off his shift (Fallin, 2024).
Another example using the ERA cycle theological reflection model was that for every interaction I have had and observed with the manager, he is always calm and patient. He takes the time to listen and understand exactly what needs to be done. He was always friendly to the reception staff and guests and did his work efficiently with little to no downtime. Looking back, I think it impacted me to be a better listener, especially in a work setting. I saw that even though he was the only one in the department he had great teamwork skills with the other departments.

Action Plan
	Number 
	Problem
	Solution 
	Desired outcome

	1. Being a better listener and student 
	· When it comes to being taught, I am someone who has a strong independent personality thus it is harder for me.  
	· For me be open to listening more and being more open to getting advice and lessons from my manager. 
	· To become a better colleague and eventually a better leader.

	2. Not enough knowledge on maintenance systems
	· I am too limited on what maintenance issues I can actually deal with
	· Getting more practical and theoretical experience 
	· The ability to maintain almost everything in the hotel space but also in a timely manner.




MANAGEMENT PERFORMANCE & GUEST SERVICE ANALYSIS:
The leadership method that the manager undertook was beneficial to the department because of his calm demeanour and understanding personality the department was able to run smoothly. The manager motivates his staff to keep up the good work. (Chen, 2024) states that motivated employees lead to higher job satisfaction. When it comes to health and safety compliance there was three to four mandatory walks per day ensuring fire safety checks are observed such as the fire extinguishers are in the correct location and the seals and markings are present. According to the (Government, 2023) fire risk assessments must be carried out. During these walks first aid kits are checked to ensure they are packed with everything, and the entire hotel environment is monitored to ensure nothing is out of place. All employers should have first aid kits and trained personnel to assist in case of an emergency (Health and Safety Executive, 2019). In terms of culture and teamwork, the manager and the front office work well together. They are always communicating with each other to ensure tasks are completed so that smooth operations are facilitated so that the guest experience can be maximised. Communication is done through a walkie talkie.   

GUEST SERVICE IMPROVEMENT PLAN:
One key issue I believe that affects the maintenance department is the lack of staff. This is an issue because in a hotel there are a lot of facility issues that can happen in a day and there is only so much the manager can do on his own. (Houghton, 2022) stated having someone else in the department will allow the manager to have someone to take off half the load from his daily duties. This will also encourage a work-life balance where the manager does not get burned out and eventually leave the job. In case the manager is unable to work there is someone who can fill in for him. More staff in the department will also foster education where the manager can get new insights that can improve the goals and objectives of the department. 
Three step improvement plan:
	Operational Change 
	Alignment with industry practices 
	Impact 

	· To hire more trained persons in the maintenance department. 
	· An increased number of workers will allow the department to have someone available at all times to get maintenance done. 
· The manager has the ability to have work-life-balance and is not stressed. Thus, he can lead efficiently.
	· More people mean maintenance is done at a faster rate. They would reduce downtime. This can save the hotel a lot of money. 
· Customer satisfaction is maximised because they would not have to wait long in case of an issue.




CONCLUSION:
In conclusion, the maintenance department is one of the most important departments in the hotel and the objective was to observe task priority schemes, cost reduction, and inventory handling which was accomplished. The manager showed many qualities of a great leader such as being knowledgeable, having great communication skills, and creating a positive work environment. This was seen in multiple interactions that were observed especially with his teamwork skills at the front desk. The manager ensures that all mandatory safety checks are done daily however the department is lacking more staff.   
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