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Mercure Daventry Court Hotel has a highly efficient events and meetings department that is responsible for coordinating, planning and executing more than 600 meetings that take place each year in more than 15 meeting rooms available within the premises of the organisation. There is a total holding capacity of 700 people in a total exhibit space of 7,420 sq ft (accor.com, 2025). The department handles tasks including marketing, logistics, supplier selection, and post-event follow-up with the customers to deliver a memorable experience for all those who are attending.
During the placement, I hope that I achieve the following learning objectives: 

Figure 1: Learning objectives that I hope to achieve. 
[bookmark: _Toc200552076]Section 1: Role Reflection
To reflect upon the roles and responsibilities that I had held in the guest service department of the placement organisation, I will be using Driscoll's What model as the primary theoretic reflection model.
 Figure 2: Driscoll's model for role reflection 
[bookmark: _Toc200552077]Role held in the department
The primary role that I was holding in the meetings and events department was that of an event assistant. The most important responsibility as an event assistant was to support the organisation, planning, and execution of the event that took place in the different conference rooms within the hotel (Allen et al. 2022). I assisted the event manager in on-site support, management of the invitations, RSVP, and guest list, and maintaining the record of all the expenses that took place during the event.
[bookmark: _Toc200552078]Key skills required for supervisors/managers in this department
Within the Hotel events and meetings department, the leaders and supervisors require diverse skill sets, including decision-making, communication, leadership and problem-solving. 
· The leaders will have to effectively delegate the tasks and establish a collaborative environment so that even when unforeseen situations emerge, each of the team members is able to cooperate with one another to overcome the difficult times (Bladen et al. 2022). 
· As identified in the reflection above, problem-solving skills and capabilities are of utmost importance as the leaders in the meetings and events department are constantly having challenges in the execution and planning of the event (Bowdin et al., 2023). 
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There are many examples of the supervisor I was working under demonstrating these leadership skills and capabilities.
· When the last-minute changes were demanded by the client, my senior manager did not lose his calm either on the client or on the other team members. He also asked for our suggestions and inputs to generate ideas so that the brainstorming was a team effort. This played an important role in improving daily operations by keeping the employees much more engaged and positive throughout all the tasks that are being performed (Causin and Scamacca, 2021).
· In the time of the crisis, all the other team members did not go back home, nor did our leader. He was there up all night, ordering pizzas, coffee, burgers, and anything and everything the team members wanted. He wanted to make each of the team members feel comfortable. He is a leader who leads by example. He has generated a positive team environment by being on the side of his team when they needed him. This significantly contributed to employee engagement (Ishak et al., 2023). For all the other daily operations, whenever the leader needed the team members, we were all there by his side.
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Strength and weakness

Figure 3: Individual strengths and weaknesses 
Strength: I have the ability to adapt to any situation. I felt that this challenge was a very good opportunity to learn everything about guest satisfaction and operational efficiency from my leader.
Weakness: I will also have to work on my time management skills as I missed the deadlines for most of the tasks allocated.
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Action Plan
 Figure 4: Action plan 
For my own professional development, I will be working on my time management skills by using the Eisenhower time management technique. I will also require resources like a to-do list or an electronic day planner to plan my day accordingly and maintain the time.
[bookmark: _Toc200552082]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200552083]Management styles
Within the organisation, McGregor's X and Y theory have been implemented throughout. My supervisor had reflected traits of both transformational as well as autocratic leadership styles. On one end, he focused on supervision and rewards for the completion of tasks and punished those who failed to meet a certain level of excellence. He made the decisions and expected us to implement them perfectly. On the other hand, he also encouraged team members to be enthusiastic about the work that they were doing and develop a sense of autonomy towards the way the tasks were performed, which enhanced innovation. The transformational leadership style has been extremely beneficial as the employees were feeling self-motivated (Korombel and Ławińska, 2023). I took responsibility for the tasks that I performed because of the enhanced sense of autonomy attached. However, the autocratic leadership was ineffective as the team members were expected to be a part of the decision-making process. In the long run, the monetary rewards failed to maintain long-term satisfaction, and it was more about achieving goals that boosted the self-esteem and self-worth of the employees.
[bookmark: _Toc200552084]Health and safety compliance
Mercure Daventry Court Hotel has dedicated itself to Accor group's All Safe protocol as far as sanitisation and cleanliness are concerned. The ALL SAFE hygiene and cleanliness label is launched to ensure employee and guest safety. Enhanced cleaning practices are carried out in each of the guest rooms and conference hall using hospital-grade products. Frequent disinfection is also carried out. The hotel has an emergency response plan to handle different situations like the outbreak of a global pandemic. The company complies with the health and safety regulations of the Health and Safety at Work Act of 1974. The fire safety order of 2005 is also upheld. Comprehensive training and continuous education are provided to the staff members regarding safety protocols, emergency procedures, and fire safety.
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Figure 5: Culture & teamwork in Mercure Daventry Court hotel
Masterman (2022) commented that upholding cultural diversity plays an important role in acknowledging the cultural background of the employees, making them feel much more supported within the workplace. This also plays an important role in enhancing employee well-being as employees feel loved and develop a sense of belonging within the organisation. 
Locally, immersive organisational culture improves the loyalty and satisfaction of the customers as it helps them to meet customer expectations for unique experiences. The customers are invited to be a part of the local culture and traditions, introducing them to diverse practices and meeting their needs to experience something new on the vacation.
[bookmark: _Toc200552086]Marketing & guest experience
To manage the guest's expectations and enhance them further, the organisation has focused mainly on providing highly personalised experiences and using technological advancements to understand the specific needs and requirements of the target audience. The internal and external situation was analysed using the SWOT model. Consistency in maintaining standards has been a major weakness of Mercure Daventry Court Hotel, and hence, focus on cleanliness, hygiene factors, and consistent meeting of personal needs and requirements of the customers was upheld. The use of digital technologies like artificial intelligence has helped analyse guest feedback to make improvements. AI has curated large amounts of data regarding health concerns, tastes, preferences, sleeping habits, bathroom essential preferences, linen preferences, and every other mind detail of the customers, analysed them and proposed service improvement strategies (Mohamad et al. 2023). This has helped in service recovery and exceeding the expectations of the customers.
[bookmark: _Toc200552087]Section 3: Guest Service Improvement Plan
[bookmark: _Toc200552088]One key issue affecting guest service
The most important issue affecting the guest service in the meeting and event department is service delay. Poor communication with the other team members, such as the kitchen, staff, catering and housekeeping, has been the main reason for service delays. Apart from this, there is also poor planning and insufficient time allocated for the completion of the tasks (Mohamad and Abd Rahman, 2023). Each of the team members has unclear timelines that are further contributing to the delay.
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Why is this issue significant?
The service delay is one of the most important causes for dissatisfaction and negative feedback that the customers are giving to the organisation. Molekwa (2023) commented that delay makes the customers extremely frustrated and angry. Lack of communication among the different team members also denotes that the customer expectations are not met. As a result, the guests are not likely to return to the organisation in the future.
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	Operational change
	Industry best practice
	Impact on guest satisfaction

	Implement AI tools to automate repetitive tasks and reduce manual others.
	A phased implementation strategy is implemented that first identifies the small-scale AI tools implementation followed by the larger and broader implementation (Rogers and Wynn-Moylan, 2022). 
Implement scheduling tools that are powered by AI to automate tasks and ensure better time management.
	Using small-scale AI tools like chatbots plays an important role in resolving customer queries and complaints in real-time, providing timely service. 

	Implementing advanced monitoring systems that can help resolve customer issues before it is escalated.
	Advanced monitoring tools powered by AI help to manage and track all aspects of scheduling, logistics and conference planning. 
	Since delays and bottlenecks are identified before time, customer complaints are reduced, which enhances their loyalty and satisfaction. 

	Carry out regular system audits to identify areas of improvement and also resolve vulnerability issues (Masterman, 2022).
	Regular audits are held to prevent fraud and process improvement. 
	Service consistency is maintained, which enhances client satisfaction (Masterman, 2022). 


Table 1: Improvement plan
[bookmark: _Toc200552091]
Conclusion
From the placement, I got a comprehensive understanding of the process of event planning, starting from the initial concept of the event to post-event analysis and follow-up. The learning objectives were met to a large extent. 
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What


During an important conference, the client asked for last minute changes in the sitting arrangements, guest list and conference schedule. 


So what


This created a lot of confusion and anxiety among the team mates.  It was just the night before the event and we had to look into every minute details associated with the event. Motivation and teamwork is also crucial in such a situation. The team member must be inspiring enough to motivate each of the team members to work in a highly efficient manner. Fostering a positive work environment also can help overcome difficult situations such as sudden change in the event, venue or the guest list.


Now What


To overcome the situation, our leader stepped in.  When the corporate client changed the set up of the conference on the day of the event, my senior was calm and composed, and he immediately started to develop a plan as to how to delegate the tasks according to the skills that each one of us possessed. This way we can do the task to the best of our abilities. 



Strengths 


my biggest strength is my ability to adapt to any situation. At first, I was scared. However, I took this as a challenge because I felt that if I do not come out of my comfort zone, then I will never be able to achieve my personal and professional goals. 


Weakness


I will have to work more on my creativity and innovation skills as I felt that when it came to brainstorming unique ideas and solutions. I lacked confidence in presenting them. 


Time management skills for giving the work on time. 

Skills


Time management


Creativity and innovation


Resource required


an electronic day planner


Timeline


3 to 6 months


6 months


To do list


The organisational culture in Mercure Daventry Court Hotel is characterised by being locally inspired. 


This means that the hotel has blended international hospitality standards with that of local culture and traditions of Daventry, while at the same time, respecting diversity and promoting inclusiveness. 


This has played a highly positive role in impacting both the staff and guest experiences. 



I hope that I get a comprehensive understanding of the process of event planning starting from the initial concept of the event to post event analysis and follow up.


To develop an effective understanding of event selection, budget, management, and logistics


To improve communication skills and capabilities, and become an expert in stakeholder communication, specially with the attendees, sponsors, and other important individuals that are critical for the entire event life-cycle.


