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Reflection and Analysis of Guest Services at Leobardo Hotel East Midland Airport
Introduction
This reflection critically analyses my guest service experience during a large-scale coach party event at Leonardo Hotel East Midlands Airport, using Kolb’s Experiential Learning Cycle as a theoretical framework. The event involved approximately 120 guests travelling on a national tour and required coordinated food and beverage service, detailed preparation, and effective teamwork to maintain high standards of professionalism. Working alongside the duty manager and the wider team, I was responsible for supporting event setup, buffet replenishment, guest interaction, and maintaining service flow under pressure. The scale and intensity of the event provided a valuable opportunity to examine how operational planning, leadership style, management behaviour, and communication directly influenced guest satisfaction. While the service was ultimately successful, moments of congestion, dietary confusion, and communication breakdown highlighted areas for improvement. This reflection evaluates both the challenges encountered and the professional development gained. 
Reflection
During my placement at Leonardo Hotel East Midlands Airport, I was involved in supporting the duty manager and the rest of team during an event, which involved 2 coach parties on a national tour, requiring coordinated food and beverage service, room preparation, and high standards of professionalism. The event catered for approximately 120 guests and included welcome drinks, a buffet-style meal, and table service for beverages. My responsibilities included setting up the function room, ensuring tables were arranged according to the seating plan, replenishing buffet items, clearing tables efficiently, and responding to guest requests.
At the beginning of the event, all staff were briefed and were told to make sure the that customers service should be outstanding. Everything appeared well organised. However, as guests arrived simultaneously, pressure quickly increased. Several guests requested dietary alternatives at short notice, and there was momentary confusion between the kitchen and front-of-house team regarding plated vegetarian meals. Additionally, the bar area became congested, leading to delays in serving drinks. I found myself needing to multitask between clearing glassware, answering guest queries, and communicating with colleagues about food shortages. Although no major complaints were raised, I could sense moments where service flow was strained. The experience was fast-paced and required constant awareness of guest satisfaction. Service performance delay inherently negatively impacts guest satisfaction, as velocity is one of the main attributes that defines hospitality and service quality (Wilson et al., 2020).
Reflecting on this experience, I initially felt nervous but excited. The scale of the event was larger than the usual breakfast or lunch services I had worked during my placement. As pressure built, I felt slightly overwhelmed, particularly when multiple guests approached me simultaneously with questions. I realised that my stress stemmed not from the workload itself, but from uncertainty about prioritisation and delegation. Leadership and delegation are one of the core skills for the success of the task, as operational efficiency and satisfaction of guests are two significant outcomes, thus, managers should be able to show the standards through their examples and enable subordinate in the process of delegating tasks (Weber, Lee and Crawford, 2020).
I observed that communication was the most significant factor affecting service quality. When team members clearly communicated, such as notifying each other about low buffet trays or special dietary requests, the service ran smoothly. However, during moments when communication was unclear or delayed, small operational disruptions occurred, guest requests were mismanaged, and the experience highlighted areas needing attention (Marneros, Papageorgiou and Efstathiades, 2020). I also noticed how guest perception is shaped by staff composure. Even when internal challenges arose, maintaining a calm and professional demeanour helped reassure guests. Observing experienced supervisors remain composed under pressure demonstrated the importance of emotional regulation in hospitality settings. The type of managerial behaviour has an effect on hospitality employee motivation, which could improve the delivery of hotel services provided (Huertas-Valdivia, Gallego-Burín and Lloréns-Montes, 2019). Such discussion is relevant concerning the “Management & Organisational Behaviour (Level 5)” module, as it implies demonstrating the importance of the leadership style influence on the staff and hotel. 
Through Kolb’s third stage, I began linking this experience to hospitality management theory. Events management relies heavily on anticipatory service, effective forecasting, and clear role allocation. The temporary confusion around dietary requirements highlighted the need for stronger pre-event briefing procedures and detailed function sheets. This aligns with operational management principles that emphasise preparation and communication as core determinants of service excellence. Furthermore, the situation reflected service quality models such as the importance of reliability and responsiveness in guest satisfaction. Guests expect seamless coordination, particularly at corporate events where professionalism is paramount. Even minor service delays can influence overall perception. The importance of guest responsiveness and velocity is significant. This will ultimately lead to enhanced guest satisfaction and business performance (Hudson and Hudson, 2025). I also recognised the relevance of leadership and delegation theory. During the busiest periods, supervisors who provided clear instructions and reassigned staff to high-demand areas improved operational flow. This demonstrated the importance of situational leadership in hospitality environments, where adaptability is essential. It also allows managers to be more direct and task focused. They can provide clear instructions and fast decision making can be prioritised. From a personal development perspective, I understood that my ability to multitask and remain approachable were strengths. However, I identified a need to strengthen my confidence in decision-making when immediate supervision is unavailable. Developing this confidence is crucial for future managerial aspirations. I feel the situational leadership style would suit me best to as it would allow me to make fast decisions and provide clear instructions. This style also comes with flexibility so during quieter period I can shift to a coaching or supportive style, which will allow me to understand and guide my staff better in order to provide exceptional guest experiences.
Improvement plan
Following this experience, I considered how I would apply my learning to future events. 
· Firstly, I would advocate for more detailed pre-event briefings to clarify dietary requirements, table plans, and staff responsibilities. Ensuring every team member understands their specific role reduces confusion during peak service moments. Baum (2016) said hospitality best practice emphasises proactive communication, service anticipation, and clear delegation.
· Secondly, I would practise prioritisation techniques by identifying urgent versus non-urgent tasks. For example, responding to a guest complaint or dietary concern should take precedence over clearing non-essential glassware. This structured will identify early identification and resolution of guest dissatisfaction and stronger guest relationships and personalised experiences (Parasuraman, et al, 1988). 
· Additionally, I would focus on proactive guest engagement. Rather than waiting for guests to raise issues, circulating the room and checking satisfaction levels can prevent small problems from escalating. This approach enhances perceived attentiveness and professionalism (Ladhari, 2009).
Conclusion
In conclusion, my experience supporting the large-scale coach party event at Leonardo Hotel East Midlands Airport provided invaluable insight into the practical application of hospitality management principles and guest service excellence. Using Kolb’s Experiential Learning Cycle, I was able to critically evaluate the challenges and successes of the event, including managing high guest volumes, dietary requests, and operational pressures. The experience highlighted the crucial role of effective communication, situational leadership, and teamwork in maintaining service quality under pressure. Observing supervisors’ composure and proactive decision-making reinforced the importance of emotional intelligence and clear delegation in motivating staff and ensuring smooth service flow. From a personal perspective, I recognised both strengths, such as multitasking and approachability, and areas for development, particularly in decision-making during peak service periods. Implementing a democratic leadership style, promoting pre-event briefings and proactive guest engagement were identified as strategies to enhance service efficiency and guest satisfaction. Overall, this placement not only strengthened my operational and interpersonal skills but also reinforced the importance of planning, adaptability, and leadership in hospitality. The lessons learned will inform my approach to future events, enabling me to deliver consistently high-quality guest experiences while supporting team performance and business outcomes.
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