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I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
This learning log will critically evaluate my placement experience within the Meetings & Events (M&E) department at The Harboro Hotel in Melton Mowbray. The hotel has cultivated a significant local standing as a top-tier function venue, primarily due to its distinctive new event space featuring a retractable roof. This physical asset underpins a high-value brand promise: the delivery of a flawless, premium event for every guest.
This log will move beyond simple description to "systematically analyse management performance." I will use a key operational incident I witnessed as a case study, examining it through the specific analytical lens of "Culture & Teamwork." My analysis will be linked to theories from my Level 5 'Personnel Resourcing & Development' module to expose a significant disconnect between the hotel's external brand promise and its internal operational culture. The log will conclude with the required three-step improvement plan aimed at closing this gap.
The most significant operational problem I observed was the systemic and persistent failure in the management of event-related equipment and decorations. The storage of these items was chaotic, inadequate, and unsafe.
This chronic issue came to a head during the preparation for a high-value wedding reception. The absence of any formal inventory control system for decor (such as floral frames, table centrepieces, artisan candles, and props) resulted in substantial operational delays. My colleagues and I wasted a considerable amount of time attempting to locate specific items that were explicitly promised to the client on the Banquet Event Order (BEO).
This "back-stage" disorganisation directly created three negative "front-stage" outcomes:
Service Failure and Financial Impact: We found that essential decor items were unusable. Silk flowers were crushed, support frames had been bent, and premium candles were snapped due to the improper and disorganised storage. This meant we were physically unable to deliver the precise aesthetic the client had paid for, representing an immediate financial loss and a direct failure to meet the client's paid-for specifications.
Inefficient Resource Allocation: The search for these items forced our manager, Silesh, to reassign staff, including myself and my colleague Razvan Nicolae, from our designated duties. We were pulled to "find the items," a task that inflated labour costs for the setup and delayed other essential preparations.
Erosion of Team Morale: As the setup deadline loomed, a stressful and frantic atmosphere developed among the team. I observed staff rushing to compensate for the lost time, which in turn led to further mistakes in table layouts. This "fire-fighting" mentality created a high-stress, low-morale working environment.
My studies in the Level 5 'Personnel Resourcing & Development' module allow me to re-contextualise this incident. It was not merely a logistical issue but a profound cultural one.
The significance of this issue is rooted in organisational culture. As defined by Schein (2017), culture consists of the "basic assumptions" a group shares about the "correct way to perceive, think, and feel." At the Harboro, the accepted underlying assumption was that "chaos is normal" and that "systems" were less important than a last-minute push to get the job done. Consequently, the teamwork I observed was reactive (deploying staff to solve a crisis) rather than proactive (designing a system to prevent the crisis).
This directly contradicts the principles from my Level 5 module, which stress that a positive, supportive culture is essential for employee engagement and wellbeing. The environment I experienced fostered stress, inefficiency, and demotivation. Staff were handicapped, unable to perform their roles effectively because they were not supported by basic operational systems. This represents a critical failure in resource management, where the most valuable resources—staff morale and time were squandered.
My involvement was as part of this reactive team. My manager's (Sailesh's) approach was to address the immediate symptom (the missing items) by allocating more manpower (myself and Razvan, for a full day), rather than addressing the root cause (the absent system).
This experience forced a reflection on my own academic progression.
Level 4 Thinking: At Level 4, I would have identified "a messy storage room" and my proposed solution would have been "tidying it."
Level 6 Thinking: Now, at Level 6, my analysis identifies a "systemic failure in organisational culture and resource management." I can trace the consequences of the messy room to wasted labour, financial defects, acute staff stress, and a tangible risk to the guest's paid-for experience.
Moving forward in my career, I will not just solve the immediate problem; I will prioritise investigating the "why" behind an operational failure. I will champion "systems thinking" to ensure any team I manage is equipped with the tools and processes (like a functional inventory) needed to excel without enduring unnecessary stress.

A realistic three-step plan is required to address this systemic and cultural failing.
Step 1: Develop a Centralised Digital Inventory (The Tool)
Specific Operational Change: Create a comprehensive digital catalogue for all event decor. This could be a cloud-based spreadsheet or a simple app (like 'Sortly'). Each item will be photographed, logged with its condition, and assigned a fixed, labelled storage location (e.g., "Bay 1, Shelf A").
Alignment (Best Practice): This institutes a "single source of truth," aligning with best practices in resource management. It is designed to eliminate the "waste" of search time.
Step 2: Establish Clear Accountability (The Cultural Shift)
Specific Operational Change: A specific role, such as the Events Operations Supervisor, must be given formal "process ownership" of the inventory. This individual will be responsible for the system's accuracy, training staff on its use, and strictly enforcing a new, formal check-out/check-in procedure.
Alignment (Best Practice): This is the most crucial step for cultural change. It directly addresses the Personnel Resourcing failure by creating clear accountability. As per my Level 5 studies, giving an employee clear ownership and measurable performance standards enhances engagement and reduces the stress caused by ambiguity.
Step 3: Align Sales Promises with Operational Reality (The Guest Experience Fix)
Specific Operational Change: A procedural change is needed whereby the Sales Manager (Silesh) must verify the availability and condition of requested decor by cross-referencing the client's BEO with the new live inventory system before the contract is signed.
Expected Impact: This critical step bridges the gap between marketing promises and operational capability. The expected outcome is a 90% reduction in "damaged" or "lost" item reports and a 50% reduction in event setup "downtime." This will directly improve business performance by cutting costs and, vitally, secure guest satisfaction by guaranteeing the hotel can deliver the premium event it sells.
My time at the Harboro Hotel's M&E department was a valuable case study in the operational dangers of a dysfunctional organisational culture. The operational failure of chaotic inventory management was, in fact, a symptom of a deeper, reactive, and stressful "fire-fighting" culture.
By applying principles from my Level 5 'Personnel Resourcing & Development' module, this analysis has shown how this culture wastes company resources, heightens staff stress, and actively jeopardises the guest experience. The proposed three-step plan—focusing on a digital system (the tool), clear ownership (the cultural shift), and sales integration (the guest fix)—offers a sustainable and realistic solution. This strategic plan directly addresses the identified shortfalls, reduces costs, and, most importantly, helps build a proactive, empowered culture capable of delivering the flawless events the Harboro Hotel promises.
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