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Introduction
The Morgans Hotel, Swansea, is an established independent boutique hotel renowned for its luxurious rooms and beautiful event facilities, including the Banqueting Hall, Sir Galahad Suite, the Atrium, and the Plimsoll Line.  “Winner of Best Boutique Wedding Venue in South Wales 2024” and “Winner of Best Overall Wedding Venue in Wales 2023” (Morgans Hotel, 2025a). And recently won also “Welsh National Wedding Awards 2025- My wedding hero” (Morgans Hotel, 2025b).
The core of the hotel's business success lies with the Meeting and Events department, which undertakes high-profile events, weddings, business events such as meetings or conferences, and personal events such as birthdays, baby showers, and memorial services (Morgans Hotel, 2025a). All the events will be needed to reinforce the property's image as of good quality and detail-oriented. I was assigned to the Events team, where I worked with the Head of Events, Rachel Morgan, and Event coordinator, Sophie Williams, to organise functions. A vital communication and planning breakdown occurred between the Food and Beverage and Events teams during the preparations for a wedding reception in the Georgian building. As Koc (2018) notes, service failures in the hospitality industry are more likely to leave the guest feeling disappointed than the positive aspects, since disappointment will destroy the sense of perfection. This reflection critically evaluates the incident, my response, and lessons learned using the Gibbs Reflective Cycle (1988). It relates them to the theory of Culture and teamwork explored in personnel resourcing and development (Level 5).
Gibbs’ Reflective Cycle
Description – What Happened
On Saturday morning, I arrived for my shift to assist the events team in setting up The Georgian Lounge & Bar for a wedding. We discovered that the preparation checklist, which the Food and Beverage team was supposed to have completed the evening before, had not been completed. Stock checks showed only 53 bottles of Peroni available instead of the 75 needed, and just 47 prosecco flutes instead of the 70 required. These items were necessary to serve Welcome Drinks to guests upon arrival. During this process, the team also identified shortages of plates and cutlery. With Sophie and Rachel under pressure and time running out, Amy from Reception joined us to help. I worked with Chelsea Morgan, the Food and Beverage Manager, to locate, clean, and restock the missing items from storage. Although we finished the setup before the guests arrived, the process caused unnecessary stress and could have led to guest dissatisfaction. This event highlighted weaknesses in communication and accountability between teams, often influenced by organisational culture, as Schein (2010) notes. Shared assumptions, behaviours, and communication norms shape culture, so a lack of cross-departmental cohesion reflected a cultural gap between the staff and the organisation. Feelings – What I Felt
Initially, I felt nervous and under a lot of pressure. Weddings are emotional, and poor organisation can threaten the event’s success and the hotel’s reputation. However, as the team cooperated to resolve the issue, I began to feel a sense of solidarity and shared accountability. The experience enhanced my understanding of the value of team culture in service delivery. As Hofstede's cultural dimensions theory suggests, collectivist working cultures (where mutual support counts) often lead to higher performance under pressure (Komisarof and Akaliyski, 2025). I believe this is a minor error that could have led to a bigger issue. This reactive teamwork demonstrated a positive culture of teamwork but also revealed the need for better resourcing, including personnel and pre-event communication arrangements, to avoid a repeat.
Evaluation 
The incident had its own strengths and weaknesses. On the positive note, flexibility and cooperation were demonstrated when staff from different departments worked together under pressure. The guests were unaware of the problem, so we both wished to maintain the standards of service. This cross-departmental cohesion aligns with Belbin’s Team Role Theory, which holds that diverse strengths contribute to problem-solving and resiliency (Gander et al., 2020). However, the weaknesses were significant: the absence of formal pre-event checklist verification, lapses in communication, Unclear role delegation, and a lack of stocks. These issues reflect insufficient personnel development, as employees were not fully empowered or trained to follow systematic operational standards (Kim and So, 2023). Service failures often arise not from individual incompetence but from systemic process gaps that compromise consistency.
Analysis – Why It Happened
This incident arose from a failure in communication and accountability between the Food and Beverage and Events teams. This aligns with Olawuyi and Kleynhans's (2025) definition of a gap in tangibility and responsiveness, two aspects of the SERVQUAL framework for guest satisfaction. The lack of glassware and slow service directly damaged perceptions of reliability and attentiveness among guests, showing that even minor operational issues can erode trust and the expected value in an environment with high hospitality standards.
From a Personnel Resourcing and Development perspective, the problem revealed deficiencies in workforce coordination and a training-and-development gap. Klinder (2024) stresses that effective event delivery requires transparent allocation, pre-event handovers, and structured leadership oversight. Moreover, as Koc (2018) argues, poor communication between departments reflects an individualistic organisational culture rather than a shared, service-oriented culture, thereby limiting collective responsibility.
 The hotel’s organisational culture influenced both staff responses and guest experiences. The problem was caused by the absence of shared assumptions about the ultimate responsibility owners for event preparedness (Hattangadi, 2020). Such gaps in value can be addressed by strengthening interdepartmental culture, training them in communication, and developing a consistent checklist to foster a unified ethos of guest-focused service that better aligns with Morgan’s guest-centred service.
Conclusion within Gibbs (What I learned)
I learned that effective teamwork and positive organisational culture are not incidental but cultivated through leadership, communication and shared values. Culture directly shapes how teams behave under pressure. Although the Morgan Hotel team recovered successfully, the situation exposed how fragmented communication and a lack of systematic coordination can endanger guest satisfaction.
Personally, I recognised the importance of taking the initiative, remaining calm under pressure, and engaging empathetically with colleagues. The experience reinforced my understanding of service quality through teamwork, in line with the Personnel Resourcing and Development module’s emphasis on aligning human resources with operational goals. In hospitality, success depends on collective responsibility—when departments act as one team, guests enjoy seamless service.

Action plan — realistic three-step improvement plan
[bookmark: _Hlk213143616]Step 1 — Two-person pre-event verification (Operational change). Mandate both the Event Organiser and the Food and Beverage lead to sign a formal sign-off 2-3 hours before the event commences, using a standardised checklist to document precise quantities (glassware, bottles, cutlery, linens). This aligns with Personnel Resourcing principles of shared responsibility and verification. The outcome should reduce inventory discrepancies and enhance accountability (Klinder, 2024).
Step 2 — Mandatory 30–60-minute pre-event huddle (Operational change). Hold a 30–60-minute team briefing involving Events, Food and Beverage, Reception, and Housekeeping to confirm schedules, task ownership, and contingency plans. This practice supports team cohesion and communication culture, as emphasised in Bladen et al. (2023). Evaluation can be done through post-event debrief surveys and reduced last-minute errors.
Step 3 — Backup stock policy and event kit (Operational change. According to Bladen et al. (2023), special events must be well planned and orchestrated, and having a dedicated event kit with a 10-15% backup stock of core products (such as glassware, cutlery, linens) will keep the company ready and minimise disruptions, thereby maintaining service quality. Success could be assessed by comparing the frequency of missing items before and after implementation, alongside guest satisfaction metrics from event feedback forms.
Conclusion
The incident at Morgan Hotel’s Georgian lounge demonstrated how a weak communication culture and incomplete preparation can endanger guest satisfaction and brand integrity. Through the Reflective Cycle, the experience revealed that the team culture, personnel training, and communication systems are interdependent in ensuring service quality. A combination of SERVQUAL and teamwork theories proves that it is more effective to prevent service recovery by using checklists, huddles, and resource planning than to respond to it. Enhancing the culture of teamwork and personnel development will not only help maintain operational stability but also increase guests' trust and satisfaction, ensuring that the Hotel Morgan remains the leading event organiser.  I will apply the lessons to ensure effective operations and the highest quality guest experience in future careers. 
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