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Introduction
 The Meetings and Events department at Marriott Hotel plays a pivotal role in delivering exceptional guest service and managing diverse events ranging from small business meetings to extensive industry conferences. During my placement, I had the valuable opportunity to shadow a supervisory role within this department, particularly during the high-profile HI-FI Show event, which occupied two full floors and three large conference rooms of the hotel.
The Meetings and Events team is responsible for meticulous planning and coordination, ensuring seamless operations and guest satisfaction. Effective management in this context involves coordinating multiple hotel departments, including catering, housekeeping, maintenance, and technical support. This placement allowed me to understand the dynamic nature and operational complexities associated with event management.
Placement Learning Objectives:
· Gain comprehensive insights into supervisory roles within Meetings and Events.
· Acquire and refine event logistics and operational management skills.
· Enhance my technical knowledge, particularly regarding audio-visual equipment and event technology.
· Improve my interpersonal communication skills with guests, team members, and other departments.
· Develop strategies to manage high-profile events effectively, ensuring guest expectations are consistently met or exceeded.










Using Kolb's Reflective Cycle (Kolb, 1984), I have systematically analysed my experiences and drawn meaningful conclusions about my personal and professional development.
Section 1: Reflection on Experience and Personal Development
Concrete Experience: During the HI-FI Show, I shadowed the supervisory position, engaging directly with event management processes, and observing firsthand the complexities involved. The event required extensive logistical preparations, cross-departmental coordination, and strategic problem-solving. My supervisor effectively coordinated with departments including catering, security, technical support, and housekeeping, showcasing the multidimensional nature of the supervisory role.
Reflective Observation: Reflecting on this experience, I observed critical competencies such as strategic planning, proactive communication, task prioritisation, and effective leadership in action. The supervisor's ability to manage diverse responsibilities and swiftly respond to emerging issues significantly contributed to the overall success of the event. I noted the supervisor’s approach in maintaining clear communication with all involved teams, ensuring each understood their roles clearly, thus minimising confusion and enhancing operational efficiency.
Abstract Conceptualisation: Connecting my practical observations with academic knowledge gained throughout my journey from Level 4 to Level 6, theories such as the SERVQUAL model (Parasuraman, Zeithaml & Berry, 1985) became particularly relevant. My understanding of service quality dimensions—reliability, responsiveness, and assurance—was significantly enhanced through witnessing their direct application. Previous industry experiences also contributed to my deeper understanding of teamwork dynamics, communication methods, and effective task management, demonstrating the critical link between academic theory and practical application within hospitality.
Active Experimentation: Moving forward, I plan to utilise the insights gained to proactively seek supervisory roles, further refine my event management capabilities, and engage more deeply with technical training programs. These steps will enhance my confidence and capability to independently manage and supervise complex events effectively.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The HI-FI Show significantly emphasised the importance of both work-based skills and technical knowledge in achieving high levels of guest satisfaction. Core work-based skills, including teamwork, effective communication, multitasking, and swift problem-solving, were particularly critical given the scale and complexity of the event.
Effective teamwork was vital, as the supervisory role required consistent and efficient communication between diverse departments. For instance, managing concurrent technical setups, catering arrangements, and room preparations required the supervisor’s ability to prioritise tasks effectively, delegate responsibilities clearly, and ensure every team member was aligned with the event's objectives.
Technical expertise, particularly with audio-visual equipment, emerged as a critical skill during the placement. Effective management and troubleshooting of these systems were paramount, as any technical disruptions would significantly impact guest experiences negatively. Bowie and Buttle (2022) and Zeithaml et al. (2018) suggest technical reliability and service responsiveness are central to guest satisfaction—my practical experience fully confirmed this.

Section 3: Reflection on Organisational Issues
A notable organisational challenge occurred when it became necessary to quickly clear 30 guest rooms of beds, relocating them across the corridor to accommodate the event setup. This unexpected logistical demand involved coordinated efforts from staff across multiple departments, including housekeeping, maintenance, catering, security, and the events team. The suddenness and scale of the task created significant operational pressure, disrupting workflow and causing delays in room availability, negatively affecting guest satisfaction.
Using Johnston and Michel’s (2008) service recovery model, I critically analysed how the supervisor's immediate communication and inter-departmental coordination partially mitigated the issue. Transparent dialogue with affected guests ensured their expectations were managed effectively despite operational setbacks. Nevertheless, the situation highlighted the necessity for improved contingency planning and cross-departmental preparedness for large-scale events.
To address similar issues proactively, I propose establishing a comprehensive furniture and room allocation strategy, integrating contingency plans for rapid logistical adjustments. Regular training sessions and rehearsals involving all departments would enhance preparedness, ensuring efficient handling of similar situations in the future (Hayes & Ninemeier, 2019).
Conclusion and Action Plan
The supervisory shadowing experience during the HI-FI Show profoundly enhanced my practical understanding of event management, significantly developing my skills in logistics coordination, technical problem-solving, and effective communication. The intersection of practical experience with theoretical insights from my academic journey enriched my professional competencies considerably.
To build upon this foundation, my future professional action plan includes:
· Undertaking advanced training courses focused on audio-visual technology and event management systems to strengthen my technical capabilities.
· Developing detailed contingency plans and structured processes for managing logistical challenges and unexpected operational demands.
· Actively seeking supervisory roles to apply my communication, teamwork, and leadership skills practically, further developing my managerial competencies.
These strategic actions will ensure continuous professional growth, preparing me effectively for future supervisory and managerial roles within the hospitality and events management industry.
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