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[bookmark: _Toc199942580]Introduction 
As part of my ten-week Level 6 placement, I have worked in the Delta Hotels Birmingham which is well-regarded for their professional business services and comprehensive guest facilities. During my time of the placement I was involved in a number of departments and the following refection focuses on my experience while working in the Meetings and Events department. This is one of the fast-paced and multi-faceted departments accommodating diverse requirements of the guests fulfilling the higher-level expectations of the 4-start hotel services. I was involved in both frontline service delivery and back-end coordination which provided me highly valuable learning experience. 
The Meetings and Events department of Delta Hotels Birmingham offers a range of services including corporate meetings, training sessions and major seminars and conferences. In the hotel there are multiple fully equipped meeting rooms, audio-visual support, professional event planning assistance, and highly customised catering options (Marriott, 2025). This department of the hotel play a key role in ensuring guest satisfaction, revenue generation, and brand reputation.
Through this placement I aimed to achieve three very specific learning outcomes which are:
· To understand effective leadership style in fast-pace hotel environment
· To develop enhanced communication skills in fast-pace hotel environment
· To understand team dynamics in fast-pace hotel environment    
The following reflection log provides an analysis of my experience at the hotel in a systematic manner, evaluates management performance and guest service and provides a guest service improvement plan.     
[bookmark: _Toc199942581]Section 1: Role Reflection
The Gibbs’ Reflective Cycle (1988) is a highly recognised reflection framework consisted of six stages of reflection for ensuring effective learning experience. The following includes the application of this model in analysing my role at the hotel.   
Description:
My role involved assisting the event coordination team in planning and executing corporate meetings and social events. I was responsible for communicating with clients, coordinating with internal teams such as catering and audio-visual technicians, and supporting the setup and smooth running of events.
Feelings:
Initially, I felt excited but also nervous, knowing the high expectations in event management. I was aware that strong leadership and clear communication would be essential to success in this fast-paced environment.
Evaluation:
I realised throughout the experience that effective leadership was absolutely vital while operating a fast-paced hotel environment. The Event Manager used a democratic leadership approach by including team members in decision making, hence boosting morale and fostering cooperation (Bardi, 2011). There were times, though, when poor delegation caused event preparation misunderstanding and postponed the completion date. Occasionally, poor guest experiences resulted from communication failures between the audio-visual team and caterers. 

Personally, I observed an increase in my ability to communicate under pressure. My confidence in client management and staff communication improved. However, I found that I have weakness in assertiveness under stressful conditions, which sometimes delayed judgment.
Analysis:
Leadership and communication skill of the hotel staff play a key role in ensuring operational efficiency and guest satisfaction. Encouraging cooperation and motivation, the democratic leadership approach matched values of transformational leadership style that focuses on developing shared goals and belongingness. Conversely, bad delegation underlined the need for more precisely defined role descriptions. Though highlighting the need of building assertiveness as a crucial management tool, my personal development in communication helped to enable seamless cooperation.
Conclusion:
Reflecting on these experiences, I recognize the importance of balancing inclusive leadership with clear delegation. My strengths in communication need to be complemented by greater confidence in high-pressure situations.
Action Plan:
To improve professionally, I plan to undertake assertiveness training and seek opportunities to lead small projects to practice delegation and decision-making skills, ensuring I can contribute more effectively to future teams.
[bookmark: _Toc199942582]Section 2: Management Performance & Guest Service Analysis
My experience at Delta Hotels Birmingham showed that, the management of Meetings and Events department and its performance played a key role in improving staff motivation and shaping guest service quality. The event manager fundamentally followed the values of democratic leadership style in which team members were part of decision-making and open communication was encouraged. My Level 5 learning experience such Management & Organisational Behaviour theories seemed relevant here which showed principles of transformational leadership and management can be effective for staff engagement and collaboration (Iorgulescu, 2024). This approach made the employees feel more valued and motivated which led to improvements in teamwork and ensured successful execution of the events as all the employees felt personally invested in each aspect of the operation. 
However, at times I found that the democratic style often slowed down decision-making especially during the peak times as consensus required multiple stakeholders to made part of the decision. To minimise adverse impact in critical moments the manager used to take directive approach ensuring operational flow thus utilising a more flexible style of leadership without staying rigid. This leadership flexibility can be related to the contingency theory that encourages managers and leaders to become of adaptive to different situations rather than following any specific rule regardless of the practical situation (Casado, 2011).  
In the context of health and safety compliance, I saw that the department maintained all the industry standards with utmost care. The staff regularly received training on safety protocols and the event setups were frequently inspected for ensuring fire safety and hygiene standards. These practices are also part of legal obligations such as the Health and Safety at Work Act and hospitality industry best practices. For example, all the electrical equipment used in an were checked by certified technicians so that potential hazards are avoided and guest and staff safety is ensured.  
I saw that the hotel environment was particularly respectful for all cultures, ensuring a very inclusive and team-oriented organisational culture. I soon realised there is an impact of such culture that extend to guest experiences as well. From a purely organisational and management point of view, a hotel environment differs significantly from typical workplace environment as guests are also from diverse cultures and expects hotel staffs to be aware of those values and respect them (Vuković et al., 2018). Often employees greeted guests in foreign language (guest native language) to make them feel more valued. In addition, staff members received training on foreign language and culture training to enhance guest experience.            
Regarding guest experience and marketing, the hotel's approach stressed tailored event services and efficient communication before, during, and after events. Principles from the Marketing Essentials module, emphasizing on managing and surpassing guest expectations, was evident in this strategy (Darukhanawalla, 2020). The team showed a dedication to ongoing improvement by actively gathered guest comments following an event, using it to improve service delivery and enhance satisfaction.
[bookmark: _Toc199942583]Section 3: Guest Service Improvement Plan
One major problem I noticed in the Meetings and Events division was infrequent departmental miscommunication, especially during large-scale events. This sometimes-caused room configuration delays, catering time discrepancies, and last-minute changes that impacted the general guest experience. Lack of strong communication between the catering and audio-visual crews, for instance, during a corporate conference caused serving refreshments delays that broke the event schedule.
This problem is important as good interdepartmental communication is critical for ensuring flawless service delivery. According to Marinakou, (2024) one of the main reasons of guest discontent and operational inefficiency is communication breakdowns in hospitality businesses. Furthermore, Çağlar, (2022) stress how important service consistency is for brand perception and customer loyalty.
To address this, I propose the following three-step improvement plan:
· Implement daily briefing meetings involving representatives from all relevant departments before major events, ensuring alignment and clarity.
· Adopt a shared digital event checklist, accessible by all teams, to streamline updates and reduce miscommunication.
· Introduce post-event reviews to identify what went well and what needs improvement, fostering continuous learning.
[bookmark: _Toc199942584]Conclusion 
Within the Meetings and Events section, my expense at Delta Hotels Birmingham enabled me to understand and improve important leadership and communication abilities. Most of my learning objectives were met and I developed insightful understandings on guest service processes, team dynamics, and management performance, which will help to shape my future professional development.
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