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During my placement at Novotel Milton Keynes, I worked in the Meetings and Events Department, which coordinates corporate and private functions that are instrumental to hotel operations. Novotel is a 3-star hotel just outside the city centre, with 124 guest rooms, a restaurant, bar, recreational facilities and event spaces. 

The hotel offers flexible event areas for board meetings, conferences and social occasions (Bowdin et al., 2023). The department is responsible for event planning and collaborates with teams such as Food and Beverage and Housekeeping. This reflection draws on  Level 5 modules Personnel Resourcing and Development and Management & Organisational Behaviour to critically analyse my experience, focusing on teamwork and communication as key factors influencing guest satisfaction and operation efficiency. 

During my time with the team, I assisted with event set-up, communicated with clients, and coordinated with Food & Beverage and Housekeeping teams to ensure each event ran smoothly and efficiently.

[bookmark: _Toc214012857]Guest Experience and Operational Challenges

Guests expect a seamless experience, including clear communication and professional behaviour. The Meetings and Events coordinator typically confirms layouts, catering and technical requirements, and that rooms are prepared with refreshments (Seals, 2024). All confirmed guests are sent comprehensive booking confirmations in terms of times and packages.

While the process that is in place to ensure seamless guests experience generally meets expectation, whilst on placement I observed a recurring challenge which was tight turnaround times between events.


On several occasions, one instance would conclude, and another one would commence within an hour. This did not always allow enough time to work with the staff as it was scheduled, and there was pressure to rearrange the room setup, clean the room, and troubleshoot the equipment within a short period of time. Guests sometimes entered meeting rooms that appeared unfinished, which negatively impacted their perception of service quality. Although this issue was not observed very often, it highlighted the importance of planning and communication to maintain high quality.

[bookmark: _Toc214012858]Management Styles: Impact on Motivation and Efficiency 

The management style influenced how staff responded to time pressured situations. I noticed that managers adopted a predominantly directive style, where they were focused on problem solving rather than planning collaboratively with the team. This style did ensure that tasks were completed quickly but it created stress and didn’t allow for input from the staff members. According to Management & Organisational Behaviour, leadership styles suggest that a more coaching or collaborative approach could improve morale and efficiency under pressure (Goleman’s, 2000).

Based on this, I learned that effective leadership balances urgency with empowerment. In the future, I will implement a situational leadership approach and adapt different management styles based on the situation, I will use direct methods during crises but will always ensure that there is collaboration during planning stages, which I believe it would enhance efficiency and maintain staff motivation. 
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The Meetings and Events department values both teamwork and communication, this enabled quick responses during large conferences (Akhmedova, 2023). However, reliance on only verbal instructions created issues. For example, a team member missed a last-minute layout change, causing delays (Lim, 2021). This reflects a cultural strength but also a weakness, thus structured processes would be more beneficial (Mandić et al.,2023).

Reflecting on Personnel Resourcing & Development, effective teamwork requires a clear definition of the roles and consistent information. Verbal instructions may work but only under stable conditions, however in high pressure situations these increase the risk of errors. In my opinion this experience has reinforced the need for formalised procedures to complement the collaborative culture. 
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Guest expectations were usually met, however, when rooms were not fully prepared, guests’ expectations were not met. From the perspective of Marketing Essentials and Hospitality & Guest Services, service recovery strategies are critical in these situations. I observed that staff apologised informally but did not offer compensatory services, which I believe would improve guest experiences. 

In future, I suggest implementing a structured service recovery plan, such as offering complimentary refreshments or offering upgrades when delays occur. I learnt that this aligns with best practices in hospitality marketing, where proactive recoveries would enhance loyalty and increase guest experiences. 
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The communication and coordination issue affect guest satisfaction and staff morale. Timing and details are crucial in the hospitality business especially in event management as poor coordination could damage Novotel’s reputation and diminished client trust (Tanković et al., 2023). 

In addition, these operational inefficiencies expose employees to unwarranted stress which may de-motivate and demoralise them. Personally, the misconception of a couple of seconds regarding the time schedule or the specifics of the setup contributed to the hasty changes and the decreased quality of the service. Teamwork should be supported with all members being aware of the schedules of events and updated about the last-minute information.

Reflecting on Management & Organisational Behaviour theory, structured communication would be essential in order to align team actions with Novotel’s goals. Without structured procedures in place, even strong teamwork won’t guarantee positive outcomes. 
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During my placement, I learned that leadership is not confined to formal roles and that teamwork does not just entail the process of assisting each other, but it also involves making sure that all individuals are provided with the same information. Once I noticed confusion during event setups, I began taking notes of the instructions and distributed them to other team members, when I realised there was a misunderstanding due to the changes occurring at the last moment.

This improved clarity and reduced errors, which demonstrated how proactive communication influences team effectiveness, (Goleman’s, 2000), showing that adaptive leadership style can enhance performance under pressure. 

This experience taught me the need to communicate effectively in a stressful environment in a structured manner. It helped me realise that having a brief checklist could make a huge difference in performance and confidence. This experienced validated aspects from earlier modules on teamwork, leadership and organisational behaviour. I also understood that leadership in a team is not restricted to managers only, but each member of the team plays a role in leadership through effective communication, supplying others and initiative. 
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Step 1: Present a Pre-Event Structured Briefing with Written Summaries.
Hold short meetings before major events and ensure each team member, as well as other departments have written summaries of the briefing.
Impact: This would ensure all teams understand layouts, timelines and dietary requirements. This would lessen confusion and minimise the chances of delays occurring during the turnaround.

Step 2: Buddy System of New Team Members.
Ensure that new employees are paired with experienced employees for their first few weeks to build confidence and orientate them through routine activities.
Impact: This would make new employees feel supported and would reduce errors. It would also create a sense of unity in the department and quality service.

Step 3: Develop a Post-Event Debrief Process.
Debriefing should be held after every big event to discuss what was successful, what were the challenges and what improvements should be made. Feedback would be captured to be referred to and be used in subsequent briefings.
Impact: This would facilitate constant development and foster open communication. It would also assist in determining the challenges, so that managers can make proactive changes to improve business performance and ensure guests’ satisfaction.

[bookmark: _Toc214012864]Conclusion

My placement at Novotel provided a clear understanding of how the Meetings and Events department operates and reinforced the importance of teamwork and communication in guest satisfaction. The observation that informal communication under time pressure creates operational risks aligns with Level 5 modules such as Management & Organisational Behaviour, which emphasize structured processes and clear role allocation. 

Based on these findings, implementing structured pre-event briefings, onboarding and post event reviews would strengthen coordination and reduce errors. These recommendations reflect what I learnt in Personnel Resourcing and Development, where planned communication and feedback is critical for continuous improvement, 

Applying these measures will improve staff motivation and guest satisfaction, as highlighted in Hospitality and Guest Services. Ultimately, this placement confirmed that effective teamwork, communication and proactive planning are essential in maintaining high service standards at Novotel Hotel. 
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