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Acknowledgement of Artificial Intelligence (AI) Use
I acknowledge the use of Grammarly (https://www.grammarly.com/) as an integrated tool on my computer from June 7 to June 16, 2025, to check my work for grammatical and syntactical errors, ensuring clarity and readability. Since Grammarly operates as an integrated tool, it automatically reviews my text without the use of specific prompts.
I acknowledge that from June 7 to June 16, 2025, I used ChatGPT (https://chatgpt.com/) for the following purposes:
1. Structuring My Submission
· Assisted in organising my work, including creating a draft argument structure and identifying sections and headings.
· Used the prompt: Create a report structure according to the following requirements.
2. Research Support
· Used ChatGPT to assist in searching for a bibliography and utilising tools to summarise, compare, and interrogate materials.
· Frequently used the prompt: Summarise the given text.
3. Reference Formatting
· Used ChatGPT to arrange references in alphabetical order using the prompt: Arrange these references in alphabetical order.
I confirm that I have not presented any AI-generated text as my own work. I also confirm that I have copies of my drafts, notes, and other resources I used before and after the use of AI tools, which I may be asked to provide as evidence.




The George Hotel in Lichfield is a family-owned 18th-century coaching inn known for its warm atmosphere and elegant event spaces. Its standout feature, the Regency-style Garrick Suite, accommodates up to 90 daytime and 110 evening guests, making it ideal for weddings, parties, and other celebrations (The George Hotel, 2025). This learning log focuses on my experience in the Meetings & Events department, with particular emphasis on wedding coordination. Having previously organised weddings in my home country, I found it insightful to compare cultural and operational differences in the UK context. I set three learning objectives: to understand how to coordinate events and guest services, apply leadership and communication theory, and manage service recovery and guest expectations under pressure. 
Section 1: Role Reflection.
I used Gibbs’ Reflective Cycle (1988)—description, feelings, evaluation, analysis, conclusion, and action plan—to reflect on my experience in the Meetings & Events department at The George Hotel, Lichfield.
Description.
During my placement, I worked closely with the Duty Manager, supporting several weddings and private events. My role was very hands-on and required flexibility, attention to detail, and the ability to adapt quickly. Tasks included room setup, noting guest preferences, welcoming guests, and assisting with food service and other duties.
Feelings.
Initially, I felt uncertain due to the fast pace and emotional expectations around weddings. However, I adapted quickly and gained confidence, especially when guests assumed I was a permanent member of staff. These interactions boosted my sense of belonging and motivation.
Evaluation.
One wedding served as a strong example of how important problem-solving and empathy are in event management. Just before the ceremony, the bride became overwhelmed, convinced something had been missed. Although everything had been prepared, nerves took over. We stayed calm, reassured her that everything was fine, and the Duty Manager lightened the mood with a complimentary glass of champagne. That simple gesture helped ease her nerves, and the ceremony went ahead beautifully. 
At one event, guests scattered across the hotel before the evening reception, requiring staff to round them up quickly. The Duty Manager quickly delegated staff to go on a “guest hunt,” politely rounding everyone up so the event could continue as scheduled. It may have looked effortless to the guests, but behind the scenes, it required fast thinking and teamwork. 

Analysis.
In this department, leadership and delegation, communication and teamwork, and problem-solving and decision-making are essential supervisory and managerial skills. These skills are especially important given the high emotional and logistical demands of wedding events, which are often one of the most important days in a client's life. Therefore, ensuring that instructions are clearly understood, correctly executed, and communicated calmly is critical.
Conclusion.
Reflecting on my placement experience, I became aware of several personal strengths and development areas that shaped my contribution to the team.
Strengths Identified:
· Flexibility & Adaptability: Quickly adjusted to tasks and team environment; some guests thought I was full-time staff.
· Communication Skills: Confident in asking questions to ensure clarity and service quality.
· Teamwork: Recognised by colleagues as a strong team player.
Areas for Development:
· Accepting Alternative Approaches: Found it challenging to accept different ways of doing things due to past experience.
· Speaking Up to Authority: Hesitant to express disagreement or alternative ideas to senior staff.
Action Plan:
· Observe and reflect on different management styles to increase openness and adaptability.
· Take on small leadership roles to build confidence in delegation and decision-making.
· Strengthen communication in hierarchical settings through constructive dialogue.


Section 2: Management Performance & Guest Service Analysis.
Leadership Styles Observed:
· Transformational Leadership: Managers) motivated and empowered staff through trust and emotional support (Bass & Riggio, 2006).
· Servant Leadership: Managers focused on staff well-being and development, showing empathy and support (Blanchard & Broadwell, 2018).
A memorable example of positive leadership was when a waitress accidentally spilt wine on a guest. Although the situation was resolved calmly, the Duty Manager later checked on the waitress, offering reassurance and support instead of criticism. This act reflected strong emotional intelligence and care for staff well-being—key traits of effective leadership and a positive workplace culture (Mullins & Dossor, 2013).
The George Hotel’s supportive, family-run environment fosters loyalty and motivation among staff, many of whom feel more valued compared to their experiences in larger, target-driven hotel chains, resulting in better guest service.
I frequently observed how DM demonstrated a consistent hands-on approach to leadership. I saw them regularly step in to assist wherever needed, when the team was under pressure. These actions weren’t one-off gestures but part of a broader leadership culture that emphasised teamwork over hierarchy.  According to Blanchard and Broadwell (2018), this approach builds trust and encourages collaboration, helping to create a workplace where everyone feels valued and equally responsible for success. 
During my placement, I observed that The George Hotel maintained a strong commitment to health and safety. I received informal but clear guidance on fire procedures, evacuation routes, and food safety, aligning with the Health and Safety at Work etc. Act 1974. Allergens were clearly labelled in line with the Food Safety Act 1990 and Food Hygiene Regulations 2006. Though no formal training was given, shift briefings and open communication followed HSE (2021) guidance for temporary staff. Event spaces were well-maintained, with hazards swiftly addressed and temporary risks clearly signposted. Despite the challenges of operating in a historic building, the hotel effectively managed safety in line with the Management of Health and Safety at Work Regulations 1999.
The George Hotel effectively combines event-driven marketing, personalisation, and consistent service quality to meet and exceed guest expectations. These approaches reflect core Marketing principles, including standing out by creating memorable guest experiences, building emotional connections with customers, and fostering long-term relationships. By focusing on creating memorable experiences rather than just selling rooms, the hotel strengthens its brand and builds long-term customer loyalty.
 Themed events and wedding showcases position the hotel as more than just accommodation, aligning with experiential and relationship marketing principles (The George Hotel, 2025; Gomez, 2024). During my placement, I observed these strategies in action through tailored services and proactive guest engagement, reflecting core marketing concepts like service variability and inseparability (Jobber & Ellis-Chadwick, 2020). The hotel’s small scale and low staff turnover support customer intimacy and consistent delivery, enhancing brand loyalty (Chaffey & Smith, 2013).

Section 3: Guest Service Improvement Plan.
During my placement, and supported by guest feedback, noise disturbance emerged as a key issue affecting guest satisfaction. While weddings and parties are core to the hotel’s business, loud music, limited soundproofing, and early-morning operational noise have led to sleep disruptions and complaints from overnight guests (Tripadvisor, 2025).
Noise disturbances in hospitality settings directly impact guest satisfaction, reviews, and repeat business. Guest satisfaction is shaped by a variety of sensory factors, with peace and quiet being among the most essential (Pizam, Shapoval and Ellis, 2016). Moreover, noise is one of the leading causes of guest dissatisfaction, often resulting in negative reviews and reduced guest loyalty (Saragat, 2025). 
Three-Step Guest Service Improvement Plan.
1. Introduce Formal Event Noise Management Protocols.
· Operational Change: Establish and enforce a standardised noise policy for events, including a clear music curfew (e.g., 11:00 PM) and decibel limits for DJs and live bands. Include these policies in contracts and review them during pre-event meetings with clients.
· This will help manage client expectations, minimise disruptions to other guests, and reduce the number of noise-related complaints—ultimately improving online reviews and guest retention.
2. Implement Real-Time Noise Monitoring Technology.
· Operational Change: Install smart, privacy-compliant noise monitoring devices in corridors and rooms near event spaces. These sensors send real-time alerts to the Duty Manager when thresholds are exceeded.
· Noise monitoring is a growing trend in modern hotel management and is proven to reduce complaints and enable faster intervention (Saragat, 2025). 
· This allows staff to act immediately and maintain a quieter, more comfortable environment
3. Launch a Post-Event Guest Courtesy Programme.
· Operational Change: Introduce a follow-up programme for overnight guests affected by events. This may include a short feedback survey at checkout and goodwill gestures (e.g. complimentary breakfast or discount on a future stay) if disturbances occurred.
· Best Practice Alignment: This approach aligns with the service recovery paradox theory (McColl-Kennedy & Sparks, 2003), which states that guests who experience effective problem resolution often become more loyal than those who experienced no issues at all.
· Demonstrates empathy and accountability, turns potentially negative experiences into positive ones, and builds stronger guest relationships and brand loyalty.


During my placement, I gained practical experience in event coordination and guest service, while deepening my understanding of leadership and marketing theory. I observed effective servant and transformational leadership, experienced a supportive organisational culture, and improved my communication under pressure. My marketing analysis confirmed the hotel’s strong use of experiential strategies, and I identified noise disturbance as a key service issue, leading to a realistic improvement plan. Overall, I successfully met all my learning objectives and strengthened both my theoretical knowledge and practical skills.
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