






Enhancing Event Management Skills:
A Reflective Learning Log from Rossington Hall Hotel


Module: Hotel Placement – Managing Guest Service Operations
Module number: BMIH6003
Lecturer: Jessica Newport
Student Name: Marius Kovacs
Student ID: 2018829


























.
Contents
Introduction	3
Section 1: Reflection on Experience and Personal Development	3
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	4
Section 3: Reflection on Organizational Issues	5
Section 4: Future Action Plan	6
Conclusion	7
References:	9





































[bookmark: _Toc167917752]Introduction

Rossington Hall Hotel, located in Doncaster, UK, is known for its excellent guest service and beautiful event spaces. The Meetings and Events department plays a crucial role in ensuring that every event, from weddings to corporate conferences, runs smoothly and leaves a lasting impression on guests. In this student learning log, I will share my experience shadowing a supervisor in this department. Using Kolb's Experiential Learning Cycle (Kolb, 1984), I will look closely at the work-based skills and technical knowledge needed for guest service operations and how this experience has helped me grow both personally and professionally’

Learning Objectives

During my placement in the Meetings and Events department at Rossington Hall Hotel, my primary learning objectives were to gain a deep understanding of the operational processes involved in event management and to develop the essential skills required to excel in this area. Specifically, I aimed to:

1. Gain hands-on experience in event planning: Understand the process from client consultations to event execution, managing every detail effectively.
2. Improve communication and teamwork: Interact with colleagues, clients, and guests to convey information clearly and work well within a team.
3. Develop problem-solving skills: Learn to address unexpected challenges promptly to minimize their impact on events.
4. Learn technical aspects of event management: Gain knowledge in setting up event spaces, managing logistics, and providing exceptional guest services.
5. Maintain high standards of service: Ensure guest satisfaction by consistently upholding and exceeding service standards for memorable experiences.
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Concrete Experience

Shadowing a supervisor in the Meetings and Events department at Rossington Hall Hotel provided deep insights into event management. My tasks included:

· Coordinating with clients
· Managing event logistics
· Overseeing event setup and breakdown
· Key experiences included:

Organizing a large corporate conference involving detailed planning, vendor coordination, and handling last-minute changes
Assisting in a wedding event, focusing on attention to detail and personal touches to meet the couple's expectations and ensure a memorable experience for guests
This hands-on experience highlighted the importance of meticulous planning, effective communication, and quick problem-solving.

Reflective Observation

Reflecting on my experience in the Meetings and Events department, I realized the importance of strong organizational and multitasking skills. The supervisor's ability to manage multiple tasks, delegate responsibilities, and maintain clear communication was impressive. Successful event management requires anticipating potential issues and addressing them proactively. Flexibility and adaptability are crucial, as each event presents unique challenges. Teamwork is essential, relying on each other’s strengths to cover every aspect of the event, from logistics to guest relations.

Abstract Conceptualization

Analysing my experience through Kolb's Experiential Learning Cycle, I see significant contributions to my personal and vocational development. Academic knowledge provided a foundation, but practical application deepened my understanding. Effective communication involves clear messaging and active listening (Gibbs, 1988). Teamwork creates synergy necessary for smooth event execution. I observed and began developing skills in task management, prioritization under pressure, and maintaining a calm demeanour. Learning to use event management software improved efficiency, complementing my interpersonal skills and making me more versatile.

Active Experimentation

Moving forward, I plan to apply these insights in future hospitality roles. Continuous improvement is essential, and I will seek opportunities for growth, such as workshops and certifications. Enhancing problem-solving skills by reviewing past events and identifying improvements, like better time management or vendor coordination, will be a focus. Implementing these strategies aims to enhance my contributions and provide exceptional service. Additionally, I plan to mentor new team members, sharing experiences and promoting continuous learning and improvement (Schön, 1983).
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Importance of Work-Based Skills and Technical Knowledge

In the Meetings and Events department at Rossington Hall Hotel, both work-based skills and technical knowledge are essential for exceeding guest service expectations. Effective event management requires:

· Soft Skills: Communication and teamwork are vital for coordinating with vendors, clients, and internal teams.
· Hard Skills: Technical proficiency with event management software and logistical planning is crucial.
During my placement, I observed the importance of time management and task prioritization for smooth event operations. 
Using event management software streamlined processes, managed guest lists, tracked schedules, and facilitated vendor communication, reducing errors and ensuring synchronization (Carver & Scheier, 1981).

Specific Work-Based Skills and Technical Knowledge

During my shadowing experience at Rossington Hall Hotel, I encountered several essential skills and knowledge areas:

1. Communication Skills: Vital for coordinating with clients, vendors, and team members to ensure everyone is aligned.
2. Teamwork: Crucial for collaborating with colleagues and delegating tasks effectively.
3. Problem-Solving: Necessary for quickly addressing and resolving unexpected challenges.
4. Technical Proficiency: Knowledge of event management software to manage logistics, schedules, and communication efficiently.
5. Attention to Detail: Important for ensuring all event aspects meet high guest standards.
6. Time Management: Essential for prioritizing tasks and handling multiple responsibilities to meet tight deadlines.

These skills were integral to maintaining Rossington Hall Hotel's high guest service standards. Observing and practicing these skills deepened my understanding of their importance in successful event management (Carver & Scheier, 1981).
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Guest Service Issue

During my placement, a couple staying at the hotel after an event complained about their room, citing issues such as:

· Dirty bathroom
· Unpleasant smell
· Stained carpet
· Unclean bed
· Malfunctioning heating system
· Old windows letting in cold air
· This situation highlighted several areas needing improvement within the hotel's operations.




Impact on Department Performance and Guest Service

The complaint affected the Meetings and Events department by:

· Reflecting poorly on the hotel's reputation
· Potentially affecting future bookings and client trust
· Diverting resources and focus from other tasks
· Possible Solutions and Theoretical Support
· Addressing complaints effectively is crucial for maintaining guest satisfaction. 

Possible solutions include:

Implementing a rigorous room inspection protocol with a checklist system to ensure room cleanliness, functionality, and condition.
Training staff to recognize and address potential issues proactively (Latham & Locke, 1979).

Theoretical support includes:

· Herzberg's Two-Factor Theory: Hygiene factors like room cleanliness and functionality prevent dissatisfaction (Herzberg, 1966).
· SERVQUAL Model: Measures service quality by assessing the gap between expected and perceived service, emphasizing the importance of meeting guests' expectations (Parasuraman, Zeithaml, & Berry, 1988).
· Implementing these solutions and leveraging theoretical insights can improve operational efficiency and enhance guest experience.
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Based on my experience at Rossington Hall Hotel's Meetings and Events department, I've developed an action plan to enhance my skills and technical knowledge. This plan emphasizes continuous learning and practical steps to improve my performance in the hospitality industry.

Areas for Improvement

1. Communication Skills: Enhance verbal and written communication with clients and colleagues.
2. Technical Proficiency: Improve skills in event management software and relevant technologies through workshops and certifications.
3. Problem-Solving Abilities: Engage in training for critical thinking and problem-solving, using case studies and role-playing (Johns, 2006).
4. Attention to Detail: Develop and regularly review checklists and standard operating procedures to ensure thoroughness.
5. Time Management: Use tools like the Eisenhower Matrix and Pomodoro Technique to prioritize tasks and manage time effectively.
6. Specific Steps and Strategies


Communication Skills:

Attend communication workshops.
Practice active listening and clear articulation.
Seek feedback on written communication.

Technical Proficiency:

Enrol in courses on event management software.
Attend industry conferences.
Engage in hands-on practice and simulation exercises.

Problem-Solving Abilities:

Regularly analyse past events and identify alternative solutions.
Join professional networks and forums for insights from industry professionals.

Attention to Detail:

Implement detailed inspection protocols.
Conduct regular reviews of completed tasks.
Use peer reviews and feedback sessions.

Time Management:

Utilize digital project management tools.
Set clear priorities and break tasks into manageable steps.

Alignment with Personal and Vocational Development Goals

This action plan focuses on continuous improvement and professional growth. By enhancing my skills in these areas, I aim to become a more effective and efficient event manager. This will help achieve my long-term career goals in the hospitality industry, enabling me to provide exceptional service and create memorable guest experiences.
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My experience in the Meetings and Events department at Rossington Hall Hotel provided valuable insights into the importance of work-based skills and technical knowledge for guest service. Shadowing a supervisor highlighted the critical role of communication, teamwork, task management, and problem-solving in event success and guest satisfaction.

The guest complaint I encountered underscored the need for rigorous inspection protocols and continuous staff training to maintain room quality. My future action plan focuses on improving these key skills through further education and practical training.

Overall, this placement has been rewarding, enhancing my personal and professional development and preparing me for a successful career in the hospitality industry.
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