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Introduction
During my 10-week placement at Bournemouth Highcliff Marriott Hotel, I served in the Conference and Banqueting (C&B) department. Bournemouth Highcliff Marriott Hotel is a 150-year-old hotel on a Cliffside overlooking the ocean with breathtaking views and aesthetics and a deep cultural significance which makes the C&B department tasked in planning, organizing and managing social or corporate events and banquets. I was stationed at the Conference and Banqueting (C&B) department where I was tasked with setting up meeting rooms, liaising with the food and beverage and maintenance department to set up the events and serving refreshments such as serve tea, water, and coffee in between meetings. 
Learning Objectives
1. To gain in-depth knowledge about the operations carried out in planning and hosting events.
2. To gain in-depth knowledge on problem-solving and effective coordination of cross-departments
3. To gain in-depth knowledge on effective communication between leadership-staff and staff-guests.
Role Reflection
For my reflective exercise, I selected Gibb’s reflective cycle as it is an effective theoretical approach to reflect on my experiences at the Conference and Banqueting (C&B) department at Bournemouth Highcliff Hotel. Adeani et al. (2023) highlight that Gibb’s reflection cycle is an effective model that provides a structured approach to conducting reflective practice following students' practical experience to inform their future actions. Pieper et al. (2021) further highlight that the model has six distinct steps that begin with student describing their experiences, reflecting on their feelings, assessing what worked and what failed, analysing exactly what happened to lead to the situation, concluding about their experiences and setting out action plans influenced by their experiences. During my experience, I overshadowed the head of the C&B department being assigned tasks of setting up meeting rooms and liaising with the F&B to provide guests with drinks and replenish their drinks in between meetings. I felt empowered that I was able to set up meeting rooms with ease and found serving drinks an easy task. I shadowed the manager of the C&B department as she showed great skills in coordination between cross departments and effectively communicate with his teams. Parija and Adkoli (2020) confirm that organisation events want proactive leadership with effective communication skills, provide hands-on support, and bring the team together. Consequently, Anufrieva et al. (2021) highlight that event organisation is a complex task that requires an effective coordinator who can meticulously plan and bring together the different parts to make an event successful. During my placement, there was a corporate event that was scheduled for two hundred guests. However, after setting up the room and making the food orders, the guest informed us that they were expecting thirty extra guests. At this moment, I saw effective coordination because the manager sprang into action to liaison with the kitchen to prepare more food and rearrange the meeting venue to accommodate extra guests. I also realised that she was soft and apologetic to the kitchen staff in his communications. Hussain et al. (2024) highlight the importance of soft skills such as empathy and consideration together with interpersonal skills are important traits in effective communication such as the last-minute changes experienced. On another occasion, a corporate sales team had a conference at the facility and when it was time to eat, and the meals were not ready. My manager demonstrated great leadership skills because she sprang to action and talked with the kitchen team and then the events coordinator for the corporate entity explaining the slight delay in the kitchen. On this note, Kucharska et al. (2025) highlight that during a crisis in the hospitality sector, effective leadership leverages emotional intelligence by reacting fast and supporting through empathy. I demonstrated my competence in being a team player during these events because I effectively followed up on the tasks assigned to me to help in the kitchen and help in service to make it fast. Going forward, I will recommend myself to lead and manage small events by anticipating customer needs and resolving problems that arise from these events.
Management Performance & Guest Service Analysis
During my placement, I realised that the transformative leadership style demonstrated by my manager helped improve staff efficiency and motivation. The manager demonstrated capabilities in his ability to be empathetic towards the staff due to the inconveniences of his department. In addition, the manager believed in empowering, motivating, and inspiring his team to follow in his footsteps. Kim et al. (2023) confirm that at the core of transformative leadership are leaders who clarify the vision for their team, provide support, and encourage their staff to think creatively toward problem-solving. I realised that the manager’s approach of leadership provided enough motivation because I and other staff felt empowered, trusted, and inspired towards achieving a particular vision for an event.
During my placement, I realised that the C&B department adhered to the hotel industry events standards because we used the Banquet Event Order (BEO) from the sales department to ensure that the C&B provides everything as per guest request for an event. Sikajat (2023) highlights that the BEO is an industry standard used by many C&B departments to ensure effective communication of all events, facilitate appropriate coordination across all relevant departments required for the successful completion of an event, and allow proper resource allocation towards the event.
During my placement, I realised that the C&B department encouraged a culture of collaboration and open communication. The manager kept saying she has an “open door” policy where if “you see something, say something” about the progression of the events. Desai (2023) confirms that for a successful event, a culture of open communication between leadership and staff and a feedback loop from the staff ensures smooth operations. Consequently, a culture of open communication and collaboration helps improve staff morale and engagement. Sulaiman et al. (2023) highlight that a culture of open communication makes employees feel heard, seen, and understood because they can express their concerns, feelings, and suggestions.
In the C&B department, the manager organises event briefs with the relevant departments such as the Food and Beverage and Maintenance department that provide the audio and visual equipment to provide the best experiences for the guests. In addition, the manager emphasizes the issue of providing personalised services during the briefs by noting the guest's names and calling them by their names for high-quality services to improve the guest experience.
Service Improvement Plan
One of the main challenges in the C&B department is understaffing since the department has a few staff members. During events, the department staff is overworked which hinders their ability to provide quality one-on-one services to all the guests. Rickwood (2023) highlights that staffing shortages affect the operations of the hotel and lead to inconsistent and poor quality of service which leads to customer dissatisfaction. In addition, it leads to employee burnout, stress, and dissatisfaction which can affect the quality of service. The first solution is cross-training employees to ensure that staff from other departments can assist in the C&B department in case of large events. Roelen-Blasberg (2024) highlights the need to have job networks in hospitality to ensure employees from other departments can help in the C&B department. The second solution is hiring temporary workers to fill in during events, weddings, and banquets. Innerhofer et al. (2022) highlight that temporary and seasonal employees can help fill the labor shortage by mitigating costs and ensuring service delivery. Finally, having regular feedback through regular meetings helps address labor shortages by proposing continuous development ideas.
Conclusion
In conclusion, working at the C&B department was eye-opening because I got to employ my communication and problem-solving skills. In that department, the manager holds a lot of leverage because they must demonstrate strong collaboration and communication skills. In the end, I gained so much knowledge and achieved my objectives in effective communication, understanding the intricacies of planning and executing an event through industry guidelines such as the use of BEO and effective coordination between different departments.
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