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[bookmark: _Toc223115124]Introduction
This reflective learning log is anchored on my Level 6 industrial placement in the Meetings and Events section at Best Western Abbots Barton Hotel Canterbury, an old full-service hotel that accommodates, entertains and commits its entire meeting and banquet services (Al-Hyari et al., 2023). The department provides weddings, corporate meetings, individual dining and group events, such as event coordination, room arrangement, audio-visual preparation and food and beverage service. This provided good exposure on this type of work in dealing with guests, operational organisation and working in a team. This reflection is a critical postulation of the effect of management style on staff performance and client satisfaction that can be related to theories taught in the Level 5 Management and Organisational Behaviour course, especially the impact of poor and inconsistent communication under heavy-demand service.


[bookmark: _Toc223115125]Management Style and Its Influence on Guest Experience
Management and organisational behaviour theory has provided a strong connection between leadership style, employee motivation and quality of service given. According to Mullins (2007), optimism, emotional intelligence and articulateness are service-based contingencies that require the hospitality managers to be flexible. In my placement, I saw both effective and ineffective leadership styles, which allowed me to appraise them in a critical manner on the effects on the performance of the team and the satisfaction of the guests.
Another incident was experienced in a wedding party that was well attended by more than a hundred people, where a three-course meal necessitated intense cooperation between the kitchen crew, bar and floor crews. There was a need for effective communication and timing to make the service smooth. Nevertheless, the duty manager changed the schedule of services without noticeably notifying every team member. This communication failure led to confusion of employees and derailing of the scheduled order of the service, which burdened the team during an already stressful event.
It is possible to study this situation in the framework of the analysis of leadership styles developed by Lewin, Lippitt and White (1939). The manager was autocratic in nature, as he made quick decisions on his own. Though autocratic leadership may be useful during time-sensitive scenarios, a lack of sufficient communication decreased the level of clarity and cohesion in the team. Lack of well-organised re-briefing posed operation inefficiencies that affected the mother of all evils of guest experience.
With the help of the Gibbs Reflective Cycle by Gibbs (1988), I realised that the pressure was not as much related to workload but rather to role ambiguity. This further increased the significance of direction and streamlined communication, which is important in ensuring employee confidence and service quality in hospitality operations.
[bookmark: _Toc223115126]Impact on Staff Performance and Guest Satisfaction
According to Herzberg, the Two-Factor Theory (1959), poor supervision and vague management are included in the list of hygiene factors that can induce dissatisfaction. Low morale among the staff was witnessed during the wedding race since there was more confusion. The members of the team would consult each other rather than the management, and this also slowed down service. Though nothing was officially complained about, the tension was felt internally, and it showed that the inefficient supervision may ruin the team spirit.
Meetings and events are timely and well-coordinated events that determine guest satisfaction. Reliability and responsiveness are some of the dimensions of service quality that have been pointed out in the SERVQUAL model (Parasuraman, Zeithaml and Berry, 1988). Delays between courses minimised perceived reliability, and inconsistent communication undermined responsiveness in this case.
Conversely, a later company meeting enjoyed the advantage of an intensive pre-service briefing and participative management (Wilson, 2025). Clarity and open communication led to the seamless nature of the service delivery and fewer issues raised by the guests, and a more favourable working environment, which further supports the role of leadership style in the success of the operations.
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In my Level 4 placement, the scope of operational exposure was less extensive, and the organisation was less intricate in its management set-ups since there were fewer service offerings. That is the point at which I had not fully understood the impact of leadership behaviour on the team dynamics and service delivery. My duties and responsibilities were more limited, and I could not see much in the decision-making processes.
Contrastingly, Level 6 placement gave an understanding of the causal role of managerial dynamics in the larger organisational system. Events operations were too complex; hence, their leadership effectiveness became very noticeable in real time. This development goes in tandem with the Experiential Learning Theory of Kolb (2014), according to which tangible experiences facilitate further thinking in terms of their conceptual perceptions. My perception of the direct relationship between management communication and the guest experience made me a better analyst, and I was more aware of the way I would lead in the future.
[bookmark: _Toc223115128]Significance of the Issue
The problem of uneven communication of management is critical since event organisation and meetings are extremely interdependent. Service provision involves the coordination of various departments, and a small breakdown in communication may degenerate into service delays that are observable. According to research conducted by Yukl (2013), successful leaders in service providers need to be able to balance between task orientation and relational communication in an attempt to ensure performance and employee satisfaction.
In hospitality, perception of the guests is developed very quickly and may affect online reviews, repeat business and reputation (Nwokorie, 2021). Thus, the negative working of effective communication between the management and the staff not only impact its morale but also the long-term business performance. The wedding incident explained that confusion in operations within operational areas can ruin what would have been a well-organised service.
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	Step
	Improvement Action
	Theoretical Link
	Expected Impact

	1
	Implement structured pre-service briefings for all meetings and events, outlining timings, responsibilities and contingency plans.
	Aligns with event management best practice and operational planning theory, emphasising preparation and clarity.
	Reduces service errors, improves coordination and enhances guest confidence in staff professionalism.

	2
	Introduce a clear communication protocol requiring all timing or sequence changes to be communicated to team leaders before implementation.
	Reflects organisational communication principles from Management and Organisational Behaviour theory.
	Minimises staff uncertainty, ensures consistency and improves service flow and guest satisfaction.

	3
	Conduct post-event debrief sessions to review performance and encourage reflective learning.
	Supports continuous improvement and employee engagement theory.
	Strengthens team cohesion, builds leadership credibility and enhances long-term service quality.
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This reflective learning log has critically analysed the issue of management style in the meeting and events department in the Best Western Abbots Barton Hotel Canterbury and how this affects the guest experience. Effective communication during peak service periods was the most critical problem that has been identified in the analysis. Lack of management communication also diminished the confidence of the staff, generated uncertainty and had a negative contribution in service delivery during high-pressure events.
The principles of the Management and Organisational Behaviour module, such as the theory of leadership style, the theory of motivation by Herzberg, and the SERVQUAL model, gave me the opportunity to assess how the managerial behaviour directly contributes to both the operational performance and the opinion of the guest. There was less reliability and responsiveness in autocratic decision-making associated with a lack of communication, and a team in a participative approach marked an increase in team morale and quality of services.
The three-step improvement plan proposed, based on pre-service briefing, good communication procedures when service and after-event reflective debriefs, presents practical solutions which are in line with the best practice in the industry. All these measures would enhance coordination of teams, leadership effectiveness, customer satisfaction of overall meetings and events operations.
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