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1. [bookmark: _Toc213161885]Introduction 
My placement was at the Meetings and Events Department in Park Plaza Cardiff as a conference and banqueting (C&B) Support assistant. The department has the role of planning, organising, and serving corporate meetings, social events and large-scale banquets that include intimate groups as few as 5-15 people in the Civic Suites to massive events of up to 125 people in the Park and Plaza Suites. I was also in charge of arranging meeting rooms, tea and coffee stations, buffet tables, and helping with audio and visual equipment, as well as coordinating with the kitchen on the timing and dietary needs of events. The department aims to make all events run successfully and beyond the expectations of guests to ensure the reputation of the hotel as a professional and quality hotel. This reflective learning log examines my experience with organising guest service operations, discovering a major problem, implementing theory, and offering practical suggestions. 
2. [bookmark: _Toc213161886]Guest Experience in the hotel  
2.1 [bookmark: _Toc213161887]Overview of Guest Experience in Meetings and Events
The department of Meetings and Events is the core of forming the overall guest experience, as it is in charge of transforming the expectations of the clients into memorable and efficient functions (Jones, 2008). According to Walker (2021), effective coordination of the service teams and departments is essential to the successful operation of the hospitality industry. In Park Plaza Cardiff, each visitor will experience an all-inclusive stage of planning events, the effective preparation of the same and the ultimate and perfect provision of food and beverage services. My responsibilities involved paying attention to detail and interacting with various stakeholders. 
In the case of small business meetings, the Civic Suites were well prepared with all the materials and refreshments needed. With bigger banquets like the dinner held for the Glamorgan Golf Club with 125 people, I helped in setting up the tables, communicated with the kitchen in order to get the meal requirements to match and kept in constant communication to get the timing right. Team coordination was also determined to play a significant role in the guest experience (Jayanti, 2023). Johnston et al. (2012) emphasise that the operations of the service should have continuous workflows and delineation of duties to enable the service to maintain satisfaction with guests. Therefore, the core elements of delivering consistency in operations of guest service were teamwork, leadership and communication (Raghubalan and Raghubalan, 2009).
2.2 [bookmark: _Toc213161888]Key Issue Identified
One of the aspects that I have noticed in the department was the lack of uniform leadership styles between supervisors, which at times resulted in a communication gap and demotivation. There are those managers who assume a directive style, emphasising the accomplishment of tasks by the tight schedule and those who assume a participative style where there is an invitation to collaborate and to contribute (Hagg, 2013). This led to mixed staff responses of directive management producing efficiency and stress, whilst participative leadership producing morale and occasionally slowing down decision-making (Felce, 2019). 
This finding is consistent with O’Fallon and Rutherford (2020), who point out the importance of flexibility in leadership in changing hotel situations. Using the Theory X and Theory Y by McGregor (within the studies of Management and Organisational Behaviour), certain managers believed that the employees had to be strictly controlled (Theory X), and some of them trusted the intrinsic motivation of the team (Theory Y). This misalignment led to the lack of clarity in expectations and priorities, especially in the high-volume events. Wood (2013) also argues that strong leadership will promote motivation through the equilibrium between authority and empathy. The inconsistency of the leadership styles in Park Plaza sometimes impacted the quality of services and team spirit, especially when there was a need to make last-minute changes often demanded immediate adaptation. Therefore, it is essential to harmonise the leadership practices within the department that will enhance the performance and retain the satisfaction of guests in the hotel (Bardi, 2011). 
2.3 [bookmark: _Toc213161889]Self-Reflection and Learning (Kolb model)
Applying the Experiential Learning Cycle by Kolb (1984) enabled me to critically analyse my experiences and convert them into meaningful professional experiences.
Concrete Experience
For the Glamorgan Golf Club event at the Park Plaza Cardiff, where I was assisting in the delivery of a three-course dinner to 125 customers, I was exposed to the high pressure of controlling when things should be served and coordinated by all the supervisors involved. This scenario tested my organisational and communication skills, particularly when last-minute changes were made. In the hotel, my (C&B) supervisor was Ethan, and the Manager was George, who helped throughout my internship. However, the team members include Cory, Polly, and Kamal, as well as General Manager Grace, who provides extensive knowledge and helped me in accomplishing my task effectively. 
Reflective Observation
I observed that when supervisors used vague communication, it was easy to get lost among the employees, and this influenced their efficiency and satisfaction with the guests. This has enabled me to understand that a good flow of operations, especially in big events, depends on good leadership and communication.
Abstract Conceptualisation
In the journey of learning, my experience with the theories of leadership has focused on the need to balance the authority and autonomy of employees. I learned that participative leadership, when managers are more of a facilitator, offer structure and solicit feedback, develop trust, make employees more motivated, and contribute to improved teamwork. 
Active Experimentation 
I utilised this learning in later experiences when I volunteered to be in charge of updating the service and the kitchen employees. Moreover, communication was clear and structured and resulted in fewer errors, better time and better staff confidence (Anon et al., 2010).
2.4 [bookmark: _Toc213161890]Three-Step Improvement Plan
	Step
	Plan Description
	How to Achieve
	Expected Outcome
	Timeline

	To establish consistent Pre-Event Briefings
	· Conduct structured 10-minute pre-event meetings before every function to review staff roles, event timing, dietary needs, and guest expectations.
	· Supervisors to schedule mandatory briefings before each event.
· To use a short checklist template covering setup, service, and communication points.
To encourage questions to clarify individual responsibilities.
	· To improve communication, reduce confusion, and enhance operational efficiency. Team members gain confidence and alignment on event goals. 
	Immediate to 2 weeks – can be implemented before upcoming events.

	Implement Feedback and Recognition Mechanisms
	
	


· Introduce short post-event debrief sessions where staff discuss successes and challenges, recognising outstanding performance.
	· To schedule 5–10 minute debriefs after each major event.
· The supervisors are to record feedback for continuous improvement.
· To recognise exceptional efforts verbally or through small rewards.
	· To enhance staff morale, teamwork, and engagement, leading to consistent service quality 
	2–4 weeks – after initial team coordination improvements.

	Leadership Training for Supervisors
	· Improved communication, reduced confusion, and enhanced operational efficiency.
· Team members gain confidence and alignment on event goals (Casado, 2011).
	· To arrange short in-house or online leadership development sessions.
· To incorporate case studies from hospitality operations.
· To encourage reflection and application in real events.
	To align leadership practices across shifts, improve staff motivation, reduce stress, and strengthen the service culture
	4–8 weeks – to be completed by the end of the placement cycle.




3. [bookmark: _Toc213161891]Conclusion 
In conclusion, the placement experience in the Meetings and Events department at the Park Plaza Cardiff enabled me to observe the complexity of the workings of the guest service delivery. I established the inconsistency of leadership style as a result of communication, teamwork, and the quality of services. Considering the model created by Kolb, I had an opportunity to learn that effective operations and guest satisfaction are possible thanks to the presence of clear leadership and collaborative communication. The suggested three-step plan, involving, but not limited to pre-event briefings, post-event feedback, and leadership training, will deal with these issues and be in line with best practice in hospitality management. In the future, I plan to use these lessons in future managerial positions, facilitating positive collaborative efforts and the concept of the guest-focused service in the hospitality industry.
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