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[bookmark: _Toc200651427]Introduction
Rossington Hall is a historic manor hotel recognised for its beautiful architecture and its individual guest experiences (Mark, 2023). Situated in South Yorkshire, it combines the best of the old with the new, proudly featuring as a favoured location for weddings, conferences, and leisure breaks. I worked with the Meetings and Events department, which oversees event planning, coordination, wedding services, and private functions. Setting up event space, liaising with clients, to ensuring the smooth operation was very typical. I was an Event Assistant and supported the team during event preparation, guest communication, as well as on-site events and organisation. Some of my learning objectives were to effectively lead, communicate, ensure health and safety compliance in event operations.

[bookmark: _Toc200651428]Section 1: Role Reflection
For this reflection, I have chosen Gibbs’ Reflective Cycle (1988), which guides reflection through six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model aligns with the reflection, as it encourages a thorough examination of experiences, allowing for a critical assessment of the role, skills, and areas for improvement (McLeod, 2025).
Description: During my placement in the Meetings and Events department at Rossington Hall, my role was Event Assistant. My key responsibilities included preparing event spaces, coordinating with clients and suppliers, assisting with guest arrivals, and supporting the event supervisor throughout the function. Daily tasks involved setting up rooms according to client specifications, ensuring equipment readiness, and handling any last-minute changes during events (Casado, 2012).
Feelings: Initially, I felt both excited and nervous, as the role required me to multitask under pressure and possess excellent communication skills. Over time, I gained confidence in managing my responsibilities and interacting with both colleagues and guests.
Evaluation: Leadership and delegation were critical in this department. I observed the supervisor effectively delegating tasks based on staff strengths, which enhanced motivation and efficiency. However, there was one occasion when unclear delegation led to confusion about responsibilities, resulting in delays during event setup. Communication and teamwork were generally strong, with daily briefings ensuring clarity and consistency throughout the process. However, during a busy event, a miscommunication about guest requirements caused dissatisfaction, highlighting a gap in problem-solving under pressure (Padma and Ahn, 2020).
Analysis: Leadership and delegation skills influence staff morale and smooth operation (Mathebula and Barnard, 2020). The supervisor’s ability to assign tasks motivated the team, aligning with transformational leadership principles studied in Management & Organisational Behaviour. Effective communication fosters teamwork, which is vital in hospitality, where guest satisfaction depends on coordinated efforts. The miscommunication incident showed the need for robust problem-solving and decision-making protocols to handle unexpected issues swiftly, which I found challenging at times.
Conclusion: Through these experiences, I recognised my strength in clear verbal communication and adaptability. However, I need to improve my confidence in decision-making during high-pressure situations and develop better delegation skills to support team efficiency.
Action Plan: To address these areas, I plan to:
· Attend leadership and decision-making workshops
· Seek mentorship from experienced event supervisors
· Practice delegation through team projects or volunteering roles
· Reflect regularly on my performance to track progress


[bookmark: _Toc200651429]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200651430]Management Styles and Staff Motivation
During my placement in the Meetings and Events department at Rossington Hall, the management style observed was predominantly transformational with elements of democratic leadership. The Event Supervisor encouraged open communication, invited staff feedback, and motivated the team by sharing the vision of delivering exceptional guest experiences. According to Management & Organisational Behaviour (Level 5) theory, transformational leaders inspire and empower employees by fostering commitment to shared goals.
This leadership approach had a positive impact on staff morale and motivation. For example, the supervisor delegated tasks based on individual strengths and encouraged autonomy, which increased team members’ confidence and job satisfaction. The collaborative environment improved teamwork as everyone felt valued and accountable (Mattessich and Johnson, 2018).
[bookmark: _Toc200651431]Health & Safety Compliance
Staff consistently adhered to standards set by the Health and Safety at Work Act 1974 and fire safety regulations (Hale and Booth, 2019). Regular briefings included reminders on safe manual handling, emergency procedures, and correct use of equipment, reflecting best practices recommended by the Health and Safety Executive (HSE).
For example, before events, the team conducted risk assessments to identify hazards related to electrical equipment or venue layouts. Compliance with COSHH regulations was evident in the safe storage and handling of cleaning materials and chemicals (Hartmann and Johnson, 2023). Maintaining these standards is crucial not only for legal responsibility but also for guest confidence and comfort, as emphasised in hospitality safety guidelines (Clifton, 2022).
[bookmark: _Toc200651432]Organisational Culture and Teamwork
Rossington Hall fosters a supportive and inclusive organisational culture, with a strong emphasis on collaboration and mutual respect (Mark, 2023). This culture was evident in daily interactions, where team members openly communicated and supported one another to meet demanding event schedules. Drawing from Personnel Resourcing & Development (Level 5), such cultures enhance employee engagement by creating a positive workplace environment.
The department also emphasised cultural awareness, aligning with concepts from Foreign Languages & Cultural Awareness (Level 5). This awareness helped tailor services to meet different cultural expectations, improving guest satisfaction. One example was a wedding event where cultural preferences significantly influenced food choices and ceremony arrangements. Despite overall positivity, challenges arose during peak periods when high pressure sometimes strained communication, illustrating how even strong cultures can be tested in demanding conditions.
[bookmark: _Toc200651433]Marketing and Guest Experience Management
The Meetings and Events department’s guest service approach closely aligns with Rossington Hall’s marketing strategies. According to Marketing Essentials (Level 4) theory, effective marketing not only attracts guests but also manages and exceeds expectations through service quality (Kotler & Keller, 2016). The department enhanced guest experience by offering tailored event packages, proactive communication, and attentive on-the-day service. For instance, when a last-minute client request arose for audio-visual equipment, the team responded promptly, exemplifying service recovery techniques learned in Hospitality & Guest Services (Level 4).
[bookmark: _Toc200651434]Section 3: Guest Service Improvement Plan
Key Issue: Service Delays During Event Setups
Service delays in setting up events at Rossington Hall were one of the major problems that affected guest service in the Meetings and Events department. These delays were usually related to miscommunication in terms of task delegation and last-minute changes in the requirements of the events. This caused confusion, long set-up times and guest dissatisfaction.
Justification
Delays in offering services during event setups can significantly impact the guest experience and the establishment's reputation. They might cause frustration, particularly when time is of the essence, such as at weddings or corporate events. As Padma and Ahn (2020) indicate, guest satisfaction in the hospitality business depends on efficient service delivery. According to research, not only does timely and well-coordinated service increase guest satisfaction, but it also demonstrates the professionalism and efficiency of the staff (Mattessich & Johnson, 2018).
Improvement Plan
1. Operational Change: Implement a standard checklist and schedule for event preparation. This checklist will help you make all the required preparations well in advance of the event and assign duties to employees, ensuring there is no confusion at the last minute.
2. Alignment with Best Practices: The plan adheres to industry best practices, including detailed pre-event planning and effective team communication. Efficiency and delay reduction in event preparation can be achieved through organisation, as proposed by Casado (2012).
3. Expected Impact: The Hotel can minimise service delays, improve coordination among staff members by simplifying the preparation process. With this enhancement, there is potential for increased guest satisfaction and operational efficiency.

[bookmark: _Toc200651435]4. Conclusion
My placement in the Meetings and Events department at Rossington Hall provided me with firsthand experience in the practical application of leadership, teamwork, health and safety, and guest service management theories. I observed how transformational leadership and an inclusive culture led to high staff motivation and guest satisfaction. A rigorous health and safety compliance ensured its security. The hotel’s marketing goal was to provide personalised service and prompt recovery, and these were effective departmental guest service strategies.  In total, I completed my learning objectives in leadership, hospitality, health and safety standards, and guest experience management. The opportunity to apply these skills has solidified my career goals in the management track, where I can utilise these skills in serving our guests.
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.
	Yes ☐
No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	Yes ☐
No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your own work within specific standards.
	Yes ☐
No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐
No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐
No ☐✔

	PROGRAMMEING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐
No ☐✔

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	Yes ☐✔
No ☐


I acknowledge the use of Grammarly (https://www.grammarly.com/) on 25th May 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence. 



