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Managing Guest Services Operations (BMIH6003)
Role: Supervisory
Reflection Model: Gibbs Reflective Cycle
Managing Guest Services at Novotel Cardiff Centre plays a significant role that ensures that the guests have a wonderful experience by providing high quality service, solving their issues, meeting their needs and ensure a successful well organsied event provide excellent services throughout their event. The tasks that I performed at the event were all about guest relations, problem-solving and working in a team (Sayin & Karaman, 2019). 
Description:
The NHS conference was a significant event, with approximately 100-150 doctors attending, scheduled meeting from 8:00 AM to 12:00 PM. The day before the conference was also my day to coordinate all necessary settings of the rooms needed for the event (Atkinson & Sheard, 2018). This comprised; aligning chairs and tables to resemble a board room, ensuring the projector was in place and the cables to support laptop connectivity were available, and preparing refreshments to be served during the 20-minute break. Also, we arranged for the lunch buffet which was organised for noon.
Specifically, I was responsible for ensuring quality control during the conference. I had to oversee all the logistical details of the event to make sure that all aspects from conference organisation to meals to technical support came out as planned (Jones, 2020). The most difficult was during the lunch buffet as most of the attendees asked for wine or some kind of wine or any other kind of alcoholic drink all of which were not offered in the buffet. Coordinating between the bar the kitchen and the conference room was challenging because most of the time I had to run between the guests and ascertain whether or not they were served, or if they had a complaint it had to be addressed on the spot (Chung & Cakmak, 2018).
Feelings:
The pressure of managing such an event was enormous particularly when it was towards the NHS conference (Wood, 2024). I got nervous since I was rather anxious both about the possibility of making mistakes and at the same time being excited to learn what was going to look like. Having only a manager alongside me and being given earth-shattering responsibilities terrified the hell out of me.
Since guests began to ask for wine and other beverages which were not covered in the buffet, I felt pressured and annoyed. Far from exiting the workplace full of dread, I had an assortment of minor success experiences such as solving a technical problem or preparing refreshments on time (Raz, 2020). Of course, there were some frustrations along the way like facing many unexpected problems throughout the day, but as the day went on more work was getting done and I was able to solve those problems on time. I was relieved that I did get through the event and the show went on well but I knew which things could have been improved on. It was a good learning exercise all the same, which helped build my confidence and provided me with a more applied understanding of the challenges of managing a hospitality business (Meacham et al., 2019).
Evaluation:
However, there were some successes, including with the preparation for the theme, and the setup of the space. Hence the room was arranged according to the Meeting Coordinator desire with all the technicalities well provided. The multiprocessing was assisted by the presence of the manager and another staff member to support in managing the amount of work (Ayari et al., 2018). 
This was seen as arising from other cases where they were charged for other items expected to be included on the buffet but this did not include drinks that contained alcohol. On a similar note, some areas required a little fixing. The worst situation was observed with the alcoholic beverages. The most difficult task was to take care of the bar orders and, at the same time, refill the buffet table simultaneously (Do Thi, 2021). I noted that if enhanced communication was done in regard to what was contained in the conference package some of the observed irritations could be contained. The integration or rather the coordination that was present between the departments could have been better to reduce congestion and hence reduce on occasions where changes were made last minute.
Analysis:
Some of the lessons that this experience pointed out were that guest services demanded extra vigilance, very keen observation and quick thinking (Luo et al., 2019). It stressed doing preparatory work which includes the implication of some ideas that may cause problems along the line. The case with the drinks pointed at the lack of planning in the preliminary stage; if only it was made clear what the buffet entailed people would not be as frustrated. It was one of the reasons to make it hard to deal with their requests and it was a stressful job to solve many of these issues both for the staff and guests. 
More so, communication and co-ordination between different units of the organisation were also required. Forcing oneself to work in such a context means that, apart from employing the technique of multitasking, one has to deal with prioritising one’s tasks. This made me appreciate the realities of event management in hospitality by incorporating a detailed plan a situation can occur which was not planned for and yet has to be dealt with. From this I also learnt that in extreme pressure situations, flexibility and speed in decision making is most vital.
Conclusion:
As in any development process, there are several aspects that may be considered as lessons learned after reflecting on this process. This is the fact that it is necessary to explain to customers what is included in the event package is equally critical when working with such events. If we expected our guests to request alcohol, we should have made sure that arrangements were made, or if there were additional charges, this was explained to us.
Similarly, it needs to be said that adding more employees to help during the periods of highest attendance could have alleviated the situation. At least I was able to cope with it, but extra help would make it possible to dedicate more time to guests and their concerns being a bartender and cook I had to jump between kitchen bar and a conference room. Acquiring more personnel would have helped in easing the pressure of responsibilities and inconvenience few guests experienced.
Action Plan:
Pre-Event Planning: All instructions regarding the event will be provided in advance to the guests in detail as to the aspects that are covered in the conference fee and other extra expenditures.
Staff Coordination: This way, I will sit down with the manager and discuss forwarding more staff during such time so that all the departments can be well serviced (Mintzberg, 2019).
Emergency Preparedness: I will come up with a list of possible problems that may occur at an event, and probable recommendations (Khan et al., 2018). This will also cover possible technical issues that can occur, food and beverage crises, and failures in terms of guest relations service.
Training in Stress Management: Last, I will look for training or workshops that are designed to teach one how to avoid stress and how to work under pressure.
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