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Introduction
During my hospitality placement at Double Tree by Hilton, Dartford bridge, I worked within the Meetings and Events Department. This department is the core area for the hotel operations. At Double Tree by Hilton Dartford bridge there are 8 flexible meeting rooms, including a large ball room with advanced audio-visual multimedia and resources, suitable for conferences, weddings, corporate events, (Hilton, 2024).
My learning Objectives were to develop a deeper understanding of operational event planning; to experience the application of management and communication skills in a real hospitality practice; to improve my ability to adapt under pressure by using structured reflective practices. 
To guide my reflection, I used Kolb’s Experiential Learning Cycle, which includes four stages: 
Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation (Kolb & Kolb, 2018).
Kolb’s model provided a structured cycle to turn my placement experiences into lasting professional insights.


Section 1: Role Reflection using Kolb’s Cycle
Concrete Experience
I assisted with the setup and organising through the hotel system branded software some birthday parties and African events which are very popular for Double Tree by Hilton Dartford Bridge. My role required to reply to emails, make the reservation of the guests by booking the event in the systems, to check availability and adapts setups based on last minute changes. According to the policy of the hotel when I book any event I need to make sure that 1 week in advance there is enough availability of the hotel rooms as some of the guests come early or stay longer. Also to check availability of the halls and dates requested. One particular event stood out my attention, the African event where the client requested room configuration and enhanced lighting an hour before the event begin. This situation has challenged my adaptability and exposes me to the time-sensitive nature of the whole events operations.

Reflective Observation
Reflecting on this particular situation, I realised that while I was confused, the senior event manager handled it efficiently by immediately breaking down the tasks and delegating. I observed the importance of composed management, leadership, delegation, and trust in team members – key aspects of successful events as described by Golden-Romero (2007).
Furthermore, communication between other departments was strained due to unclear updates. I have attended a morning brief with all the other departments including the General Hotel Manager.
I was joining the meeting with one of the team members of Meetings and events department where each department do a brief as an update what happened previous day and the present one. We shared the guest request for the lighting, so all the departments involved are aware to exceed guest expectations. As well as the event coordinator job and revenue manager report.
Abstract Conceptualisation
From this, I drew on academic insights to understand what could have been done better. Healey and Jenkins (2000) suggest that reflection must bridge the gap between experience and structured learning. Here, situational leadership (Asree et al., 2010), emotional intelligence, and communication flow were the conceptual takeaways.
Langellotto et al. (2018) emphasise that large events need flexibility, pre-event checks, and contingency plans, yet I noticed our department sometimes followed rigid routines and this reminded me about my studies during the module International Meetings & Events. This observation was consistent with Masterman and Wood (2006), who stress the importance of customised experiences over cookie-cutter setups.
This also linked to the concept of employee engagement. According to Bhardwaj and Kalia (2021), engaged employees contribute significantly to service performance and adaptability. During my placement, I saw how motivated staff anticipated issues and worked collaboratively, whereas disengaged team members wasn’t involved that much. 

Active Experimentation
I have proposed a structured pre-event checklist system as well as pre-assigned team roles for the African events. I also started shadowing the events manager to learn how she prioritise decisions and adjusted workflows. She suggested for me to join each member of the team at the departments so I can gain more experience. 
I implemented personal improvements, including taking clear notes, confirming all the tasks and proactively communicating updates across departments. All of these changes were aligned with Kolb’s final stage of turning insights into action (Kolb & Kolb, 2018).

 Section 2 – Management and Guest Service Analysis
Management Style
The department is managed by professional team and democratic leadership style, where ideas and feedback from junior staff were welcomed. This improved morale and job satisfaction, in line with Asree et al. (2010), who argue that strong leadership competencies and aligned organisational culture enhance performance.
However, under stress, leadership temporarily shifted to an autocratic style, prioritising quick decisions over collaboration. This adaptability matched Kolb’s learning model—where effective leadership evolves based on context (Healey & Jenkins, 2000).
Health & Safety Compliance
Setup procedures followed UK food safety and health guidelines, and AV equipment was routinely checked by the maintenance team. However, I have noticed that the temporary or agency staff were sometimes not fully briefed. Knowles (2002) notes that inconsistent safety knowledge is a common problem in the hospitality sector. Addressing this requires short, targeted induction sessions and checklists for casual workers.
Culture & Teamwork 
The organisational culture was inclusive and supportive, with a team composed of diverse nationalities. Tabari et al. (2016) note that cultural understanding in hospitality impacts service quality and guest interaction. I witnessed this during an African event involving different cultural traditions where culturally aware staff enhanced the guest experience and always ensured respectful, and the operations goes smoothly.
Wood (2005) also argues that internal event culture affects guest-facing behaviour. At DoubleTree Dartford, teamwork directly influenced how guests perceived professionalism, particularly during high-attendance events. For example, I was doing some shifts on Sunday where there is a Church Event booked weekly. I was part of the team for setting up the event as well as I was helping welcoming the guests and assist with their car park registration.


Marketing & Guest Experience 
Event offerings were promoted online by Hilton website and official page and through local corporate networks like Instagram, as well as social media campaigns always with discounts. To attract more customers the team, organise a promotion at Bluewater shopping centre which is very close to the hotel usually around Christmas. Marketing materials highlighted flexibility and premium services (Hilton, 2024), but I observed occasional mismatches between client expectations and operational delivery—especially when packages were too tight. 
Wollman (2011) and Masterman & Wood (2006) discuss how aligning event branding with service delivery is crucial. During my placement, I recommended refining the event confirmation email to more accurately reflect what was possible on-site, as well as to make it clear for the guest and this is managing guest expectations more effectively.

Section 3: Guest Service Improvement Plan
During my placement I have identified as an issue that the last-minute event changes can cause operational disruption. These disruptions affected staff coordination like staff shortages, event timing usually the start and finish time, and ultimately guest satisfaction. Ghani et al. (2022) argue that employee retention in hospitality hinges on reducing operational stress. Continual last-minute changes without contingency planning usually lead to burnout and high turnover.
Justification
Golden-Romero (2007) and Mather (2024) both note that last-minute disruptions degrade the quality of service, profitability, and reputation. When service slips, clients are less likely to return or recommend the venue, ultimately affecting brand equity and the hotel's sale value.
Based on my experience during the placement I was observing all the issues so an improvement plan in three steps just appear in my mind. 
Flexible Setup Policy
To allocate a minimum an hour buffer between events to accommodate changes without impacting operational service.
Event Protocol Template
To create a specific event checklist with room layout options, techniques checks, and staff allocations to be supported by virtual event guidelines (Wollman, 2011).
Quick Response Team (QRT)
To assign two experienced staff members per shift to serve as flexible support for last-minute adjustments. This strategy could balance efficiency with adaptability, aligning with industry best practices and improving employee satisfaction.
Conclusion
In conclusion, this placement allowed me to actively experience and reflect on the complexities of event management in a real hospitality environment. By applying Kolb’s Experiential Learning Cycle, I transformed observations and challenges into lasting professional growth. 
I achieved all three of my learning objectives, especially in developing adaptive communication strategies and understanding the importance of operational leadership. I now can see challenges as opportunities to learn and improve both personal and organisational performance, and to apply theory. 
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