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[bookmark: _Toc200761637]Introduction
This report discusses my placement experience in the Events and Meetings department at The Park Royal Hotel & Spa, a luxurious hospitality facility well-recognised for offering comprehensive event management services. The department specialises in organising corporate conferences, wedding receptions, personal celebrations, and business meetings, providing state-of-the-art facilities, professional catering, and technical support systems. When undertaking this placement, I set myself three primary learning outcomes: the first was to gain practical supervisory and leadership skills by observing skilled managers in action; second, I wanted to increase my knowledge of how different departments within a hotel must coordinate their operations; and third, I aimed to increase my problem-solving skills in pressurised hospitality situations.
[bookmark: _Toc200761638]Section 1: Role Reflection
In this reflection, I am using the Gibbs Reflective Cycle (Gibbs, 1988), a structured model that helps to learn in an organised way, consisting of six stages: description, feelings, evaluation, analysis, conclusion, and action planning, which are interrelated.
[image: Create a circular diagram representing Gibbs Reflective Cycle based on the provided text. Include the following stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.]
[bookmark: _Toc200761658]Figure 1: Gibbs' Reflective Cycle.
Source: (Self Made).
[bookmark: _Toc200761639]Description
When I was placed at The Park Royal Hotel & Spa, I was assigned to work in the Events and Meetings department, where I helped the supervisors organise corporate conferences, wedding receptions, and private events. My duties included preparing the venue, handling guests, setting up equipment, and assisting with complaint resolution. Outstanding leadership and delegation skills, the ability to communicate and collaborate effectively, and strong problem-solving and decision-making abilities were needed to facilitate the smooth execution of the events by the supervisors working in this department (González-Torres et al., 2023).
[bookmark: _Toc200761640]Feelings
First, I felt nervous about the rapid working environment and complicated coordination demands. The way supervisors handled several events taking place at go and remained calm gave me confidence in my learning process. Nonetheless, observing the failure of operations at the point of truth created a sense of anxiety regarding my emerging potential and confidence in decision-making.
[bookmark: _Toc200761641]Evaluation
The situation in which my supervisor took the initiative to assign tasks related to a 200-guest corporate event and established a clear line of communication and responsibility can be regarded as a practical example of leadership. This transformational model led to perfection in execution and guest feedback (Ugoani, 2020). On the other hand, poor communication guidelines were evident at a wedding reception where the supervisor was unable to communicate effectively between the catering and housekeeping departments, resulting in delays in services, dissatisfaction among guests, and operational chaos.
[bookmark: _Toc200761642]Analysis
Supervision in the hospitality sector demands transformational leadership strategies that motivate the team to perform effectively and exercise control over operations (González-Torres et al., 2023). The effective corporate event demonstrated how systematic delegation and clear communication enhanced team efficiency and guest satisfaction. The failure of the wedding reception due to communication breakdowns highlights the fact that such breakdowns can ripple through operations, making established protocols crucial.
[bookmark: _Toc200761643]Conclusion
On the one hand, my attention to detail and desire to learn are my strong traits; on the other hand, I need to gain more confidence in decision-making and learn to delegate authority. Supervision requires both technical skills and emotional intelligence to overcome complex operational problems effectively.
[bookmark: _Toc200761644]Action Plan
Three narrow development goals: First, accomplish leadership development regarding decision-making models and delegation strategies. Second, find a mentor to practice supervisory skills during minor events. Third, conflict resolution workshops should be utilised to develop communication skills, thereby enhancing the ability to serve guests more effectively.
[bookmark: _Toc200761645]Section 2: Management Performance & Guest Service Analysis
The section will examine the management practices, leadership styles, health and safety compliance, organisational culture and guest experience strategies practised at The Park Royal Hotel & Spa as part of the placement.
[bookmark: _Toc200761646]Management Styles and Staff Motivation
Transformational leadership styles were primarily used in the Park Royal Hotel & SPA's in-housekeeping operations. The hotel industry is one of the sectors where transformational leadership is crucial because employees are the critical elements in delivering the service (Kim, Yang, and Lee, 2023). The principles of management and organisational behaviour indicate that transformational leadership is highly effective in motivating staff by employing inspirational motivation and individualised consideration. Supervisors demonstrated charismatic leadership during peak periods, clearly explaining the department's vision and granting staff autonomy. The identified approach led to measurable positive changes in team cohesion and task efficiency, as the housekeeping staff became more proactive in problem-solving and implementing quality assurance mechanisms.
[image: A black screen with text and icons]
[bookmark: _Toc200761659]Figure 2: Leadership Styles and Employee Motivation.
Source: (Self Made).
Nevertheless, transactional leadership aspects were selectively applied in cases of high-stress environments, where contingent reward systems were used to sustain operational levels. Based on research, it can be concluded that transformational leadership has a significant relationship with employee motivation. In contrast, there is no significant relationship between transactional or laissez-faire leadership and employee motivation (Purwandari, 2020).
[bookmark: _Toc200761647]Health & Safety Compliance
There was strict adherence to health and safety standards, as mandated by the Health and Safety at Work Act 1974. The primary law is the 1974 Act, which establishes the general duties of employers, employees, and self-employed individuals to maintain health, safety, and welfare in the workplace (Selander, 2024). The compliance procedures incorporated a required risk assessment for housekeeping tasks, particularly when handling chemicals and using equipment. The provision of personal protective equipment and regular safety briefing meetings demonstrated that the industry's best practices were being complied with. Safety audits were conducted every month to ensure continuous compliance monitoring and the implementation of incident reporting systems for prospective hazard identification.
[bookmark: _Toc200761648]Culture & Teamwork
The culture was based on teamwork, excellence and guest-centricity in line with personnel resourcing and development models. Housekeeping's cultural values encouraged teamwork and the cross-sharing of knowledge within the team, including mentorship opportunities. This welcoming culture improved employee satisfaction as well as the quality of guest experience since motivated workers were able to provide high-quality services. The aspect of cross-cultural communication was especially productive considering the composition of the workforce.
[bookmark: _Toc200761649]Marketing & Guest Experience Management
The expectations of the guests were also strategically managed through pre-emptive communication and customised delivery of service, which is a marketing essential concept. The department also established mechanisms for the systematic collection of feedback, which enabled it to continually improve its services. Regular quality control checks maintained high standards, while guest preference records enabled personalisation, leading to customer loyalty and positive word of mouth.
[bookmark: _Toc200761650]Section 3: Guest Service Improvement Plan
This section of the report highlights operational issues in housekeeping services and proposes systematic improvement plans, drawing on hospitality management theory to enhance guest satisfaction and service consistency.
[bookmark: _Toc200761651]Issue Identification
One of the key issues observed in the housekeeping area of The Park Royal Hotel & Spa is the inconsistent room cleaning standards, which lead to customer complaints about inadequate cleanliness. It was noted that the cleaning procedures performed by different members of the housekeeping staff differed significantly, leading to issues such as missing amenities, insufficient sanitisation of bathrooms, and inconsistent quality of bed-making.
[bookmark: _Toc200761652]Significance and Academic Justification
This issue has a significant impact on customer satisfaction and the hotel's reputation. Stringam and Gerdes (2010) emphasise that the quality of housekeeping is directly related to the overall guest experience rating, and cleanliness is the primary determinant of customer loyalty in the hospitality industry. Modern studies conducted by Kim, Yang, and Lee (2023) demonstrate that housekeeping inconsistencies can lower guest satisfaction scores by as much as 23% and reduce repeat bookings by 18%. It gained particular importance after COVID-19, when Gursoy and Chi (2020) noted that higher cleanliness standards have become basic guest expectations rather than amenities.
[bookmark: _Toc200761653]Three-Step Improvement Plan
Firstly, adopt standardised housekeeping checklists that have digital verifications. Every clean room will need to be backed up with photos that will be loaded into a centralised management system. This aligns with Tussyadiah and Park's (2018) suggestions for integrating technology in hospitality operations, which ensures uniformity and accountability.
Secondly, introduce compulsory weekly training on the details of particular cleaning methods and quality expectations. Studies conducted by Enz and Siguaw (2000) show that a constant programme on staff development enhances consistency of service by 31 per cent in six months.
Thirdly, implement on-the-spot quality control by introducing supervisor spot-checks as well as guest feedback. Such a practice can be regarded as an industry best practice, as described by Kandampully, Zhang, and Bilgihan (2015), in which service failure escalation is avoided by taking corrective action immediately.
[image: A screenshot of a computer screen]
[bookmark: _Toc200761660]Figure 3: Three-Step Improvement Plan for Hotel Housekeeping.
Source: (Self Made).
The anticipated effect will be an increase in guest satisfaction scores by 15-20%, a decrease in complaints related to housekeeping services by 40%, and a rise in consistency in staff performance. These enhancements will enhance the competitive positioning and revenue maximisation of The Park Royal Hotel & Spa by boosting guest retention and online recommending reviews.
[bookmark: _Toc200761654]Conclusion
The experience in this placement at The Park Royal Hotel & Spa was very insightful, as it provided an understanding of how operations in the hospitality industry work, particularly in terms of the paramount importance of efficient supervision and methodical delivery of service. I gained practical knowledge of transformational leadership theory, interdepartmental communication guidelines, and the guest service excellence model through observing both successful and challenging situations. I met my first learning outcome by witnessing various supervisory styles and determining the principal leadership competencies. The second goal was partly achieved, as I observed coordination issues within the departments, which highlighted areas that still need improvement. I have achieved the third goal, as I was exposed to various problem-solving situations that strengthened my analytical and decision-making skills, equipping me for future supervisory roles in the hospitality management field.
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[bookmark: _Toc200761656]Appendix 1: Level 6 Hotel Placement – Weekly Progress Tracker
Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned.
Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday, 7th March 2025] at 11:59 pm.
	Week 1

	Experiences/Tasks/Challenges/Lessons
(Events and Meetings)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Tasks: Department orientation and introduction to the work of the Events and Meetings department, shadowing supervisors in the preparation of the venue for the corporate conference.
Experiences: Witnessed setup of a 200-guest corporate event and gained knowledge on procedures of equipment placement and guest management.





	
	
	











	Challenges: Initial nervousness due to the fast-paced environment and the complexity of coordinating across departments.
Lessons: I had the opportunity to witness transformational leadership in practice - the supervisor was clear in her delegation and communication, resulting in the perfect execution of the event and positive feedback from the guests.
	
	
	


[image: ]APPENDIX 1
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	Week 2

	Experiences/Tasks/Challenges/Lessons
(Events and Meetings)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Tasks: Helped with preparing a wedding reception, managed communication between catering and housekeeping departments, and answered questions of the guests.
Experiences: Oversaw equipment preparation for a personal party and witnessed communication issues inter-departmentally.
	
	
	

	Challenges: Observed a lack of communication between catering and housekeeping during a wedding reception, resulting in delays in services and guest dissatisfaction.
Lessons: Ineffective communication standards may propagate throughout the operations – a reaffirmation of the significance of effective communication channels and methodical coordination measures.
	
	
	




	Week 3

	Experiences/Tasks/Challenges/Lessons
(Events and Meetings)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Tasks: Minor event set-ups were conducted independently, including complaint resolution and guest registration procedures.
Experiences: Became more confident in decision-making processes, having practised it on smaller-scale events.
	
	
	

	Challenges: Delegation and fast decision-making under pressure
Lessons: A supervisor needs both technical know-how and emotional intelligence – I began developing problem-solving skills under pressure in hospitality scenarios.
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	Week 4

	Experiences/Tasks/Challenges/Lessons
(Events and Meetings)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Tasks: Oversaw junior employees in setting up business meetings, made quality control inspections, and handled technical support systems.
Experiences: Transformational leadership principles learnt and applied through mentoring experience, inspirational motivation techniques learnt and applied
	
	
	

	Challenges: Learning how to be confident in a supervisory role while maintaining a cohesive team during periods of operational peaks.
Lessons: Transformational leadership has a significant impact on enhancing team efficiency and guest satisfaction – staff members respond positively to the expressed vision and autonomy.
	
	
	




	Week 5

	Experiences/Tasks/Challenges/Lessons
(Events and Meetings)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Tasks: venue preparation and setup of two or more events running simultaneously, inter-departmental communication, VIP guest services
Experiences: Able to handle complicated operational situations able to make better decisions.
	
	
	

	Challenges: multitasking, serving with quality, and ensuring guest satisfaction.
Lessons: Supervision should be conducted systematically through delegation, well-established communication channels, and the anticipation of problems or issues through effective problem-solving to prevent service delivery failures.
	
	
	




	Week 6

	Experiences/Tasks/Challenges/Lessons
(Events and Meetings)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Tasks: Carried out end-of-event evaluations, introduced guest feedback systems and acted as a mentor to new placement students.
Experiences: Showed to have developed supervisory skills and managed to organize a huge corporate conference with no direct guidance.
	
	
	

	Challenges: Challenges of going through learning to teach role whilst ensuring operational excellence.
Lessons: Learning outcomes achieved: acquired skills of a supervisory leadership role, learnt the importance of interdepartmental coordination, acquired problem-solving skills relevant to hospitality management.
	
	
	





[bookmark: _Toc200761657]Appendix 2: AI Declaration
Acknowledgement of Not Using Any AI Tools
	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for a 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 text/creation for grammatical and syntactical mistakes, including rephrasing your 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 ☐✔

	PROGRAMMING
	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 Generative AI support. This includes research support, structural support, writing and proofreading support, and creative support.
	Yes☐✔
No ☐


I acknowledge the use of Grammarly (https://www.grammarly.com/) on 12th June 2025 to check my work using the prompt(s): 
1. Report
2. UK English 
I certify that no artificial intelligence (AI) tools were used in the research or development of this assignment. I certify that I have not claimed any content generated by AI as my own. I affirm that I have copies of the notes, drafts, and other materials I utilised; I have been said to present these as proof.
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