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[bookmark: _Toc199334407]Introduction
During my ten-week placement at the Marriott Hotel Cardiff, I worked in the Meetings & Events department. The events team’s main job is to handle and carry out many functions, such as corporate meetings, classes, weddings, banquets and conferences of different sizes. This includes interacting with clients, coordinating teams (in catering, housekeeping, and front office), preparing the rooms, setting up the equipment and ensuring the event goes well from beginning to end. Because the department is always moving forward, you need to solve problems promptly and work well with others. I identified three important goals for my learning at the start of the placement. I first wanted to see how events are planned and carried out in actual situations. 
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[bookmark: _Toc199326889]Figure 1: Marriott hotels 
Source: (https://en.m.wikipedia.org/ 2014)


[bookmark: _Toc199334408]Section 1: Role Reflection (Gibbs’ Reflective Cycle)
I have decided to use Gibbs' Reflective Cycle from 1988 since it provides a framework for reviewing experience by describing, understanding and interpreting it and by planning improvements for future occasions.
Description:
Part of my role in placement was planning meeting rooms to suit the specific event, liaising with the events manager, taking care of client concerns, preparing the AV gear and organising duties for the caterers and cleaners (Bowdin et al., 2023). Frequently, I would work alongside supervisors to watch how they conducted their duties, greeted the guests and handled changes that came up.
Feelings:
I was unsure about how I would do when meeting the expectations required for corporate clients. As I continued, doing actual work made me more confident and encouraged by positive feedback from my bosses (QAA, 2018). Working out of sight to make sure clients were satisfied was something I enjoyed.
Evaluation:
I found that someone in this position needs to be able to lead and hand off tasks to others, given the number of events they supervise. They need to be able to speak with all teams, address issues promptly and stay calm in tense situations. What I found was that I could keep focused during the most hectic shifts, such as back-to-back events. Even so, I realised I wasn’t strong in assertive communication with senior staff or clients.
Analysis:
I still remember an incident when I mistook what the catering staff said about dietary needs for a corporate lunch with other details. A dish without meat was not available, which made some clients unhappy. Instantly, the events manager redistributed the team’s tasks, managed to have the meal ready within 20 minutes and said sorry to the client. The outcome revealed the ability to make good decisions, coordinate with colleagues and resolve service issues necessary for good hospitality leadership (Shum, Gatling, and Shoemaker, 2018).
A room change at the very last moment happened after a water leak was discovered. The supervisor immediately reached out to all teams, prepared a temporary room within the hour and talked to the client to reassure them personally. It pointed out that leading and collaborating with teams can help keep disruptions from harming the company.
Conclusion:
By watching these examples, I came to see that a strong manager retains composure, is clear during communication and reacts swiftly with good judgment. I realised that although I was able to stay calm, I wanted to grow both my communication and assertiveness skills.
Action Plan:
To enhance my professional growth, I plan to:
1. Participate in a brief course on using assertive language.
2. Franz Kafka’s book, “Leaders Eat Last” by Simon Sinek, is a wonderful choice.
3. Get information on my social skills from peers and mentors, often as I continue in different roles.
[bookmark: _Toc199334409]Section 2: Management & Guest Service Analysis
[bookmark: _Toc199334410]1. Management Styles
Following what I learned in Management & Organisational Behaviour (Level 5), I saw that department leaders mainly chose a democratic style of leadership (Akparep, Jengre, and Mogre, 2019). They included input from the team in their decisions, gave tasks evenly and met regularly to make sure everyone knew what was happening. As a result, people were encouraged and engaged because they felt like they had a say in what the team decided. On a very busy weekend with lots of events, the supervisor involved us in figuring out the room setup, and as a result, things moved much more smoothly, and everyone felt more involved. 
[bookmark: _Toc199334411]2. Health & Safety Compliance
Since running and managing big events was so complex, health and safety were a major focus for the hotel. I saw employees following the Health and Safety at Work Act (1974) and using risk assessments regularly. Take, for example, a setup using several power cords and AV gear; at that time, the team used a checklist to address trip hazards and electrical issues. According to the best practices in the industry (ASET, 2017), following training and checklists regularly is key for safety, and Marriott Cardiff sets a high example.
[bookmark: _Toc199334412]3. Culture & Teamwork
From the study of the Personnel Resourcing & Development module, I saw that Marriott Cardiff values and encourages both cooperation and inclusivity (Wesley et al., 2024). Having individuals from various cultures in the team resulted in a friendly and caring environment. I noticed that the team valued its members’ strengths and worked well with differences in culture, for example, in speaking and the holidays they observe. This way of working both improved how the team communicated and gave international guests a better experience. 
[bookmark: _Toc199334413]4. Marketing & Guest Experience
The Marketing Essentials (Level 4) module taught me that using clear and targeted communication is important for managing guests’ expectations. Emails, event brochures and in-house loyalty rewards were among the tools used by Marriott Cardiff to improve guest involvement. To illustrate, those attending corporate conferences were met with individual welcome kits and later asked for feedback using surveys, which revealed the principles of relationship marketing. 
[bookmark: _Toc199334414]Section 3: Guest Service Improvement Plan
[bookmark: _Toc199334415]Identified Issue: Internal Miscommunication
Sometimes, a challenge I saw was that the Events and Catering teams had difficulty communicating with each other (Wendt et al., 2022). As a result, food service was delayed, and some of the offered meals were not correct during the two events. The reason was generally that important information wasn’t clear when notes were handed over or changes got passed on at the last second.
[bookmark: _Toc199334416]Significance
Clear communication inside a company is very important in hospitality. King and so point out in their work that poor communication leads to unsatisfied guests and poor service quality. A study done by Bowdin et al. (2023) suggests that working closely with all departments is key to achieving event success when there are many clients to serve and not much time.
[bookmark: _Toc199334417]Improvement Plan
Create a real-time shared list on Microsoft Teams or Trello so that all departments are involved every step of the event planning process. As a result, all updates are easy to notice and keep track of.
1. Have a meeting before the event with people from Events, Catering and Housekeeping to review what guests require and what they expect (Ferreira, 2020).
2. Teach all junior staff how to effectively communicate with teams in other areas, along with directions on whom to ask for help when issues arise.
3. Applying this plan will enhance how Marriott operates, improve results and raise guest satisfaction, following the company’s focus on being the best (Kwan, 2024).


[bookmark: _Toc199334418]Conclusion
Working at Marriott Cardiff allowed me to experiment with what I have learned in real life. As a participant in meetings & events, I came to understand the challenges in operations, how leaders guide teams and how to provide great service. All three of my original goals were met: I now know about managing events, work better with others and handle unplanned difficulties. I have gained better job skills and now have a clear sense of my future goals in hospitality management.
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