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[bookmark: _Toc199304818]Introduction
When I did my placement in DoubleTree by Hilton Southampton, one of my job roles was Ops/DOS or operations and director of sales. Even though I only worked two shifts in this role, it was still an important learning moment for me managing guest services and interactions during meetings, parties, and other events. It is an essential part of hotel operations because it deals with managing events, and guest services and coordinates between teams. DoubleTree has 14 venues for various events including meetings, conferences, and parties for up to 200 guests’ capacity (DoubleTree by Hilton Southampton, 2025). My key objectives from this placement were to learn more about guest service and coordination during event management, expand my knowledge of sales and revenue strategies and enhance my leadership and delegation abilities. 
[bookmark: _Toc199304819]Section 1: Role Reflection
I am employing Gibbs' Reflective Model to reflect on my placement experience.
Description
As part of my Ops/DOS role, I worked with the meeting and event department which is responsible for guest interaction, service and coordination and operations management. Meanwhile, as part of Ops/DOS, I was responsible for assisting the team with event setup, ensuring that it meets guests' requirements and maintaining communication among different operational teams. Alongside this, I was also involved in supporting DOS for managing event reservations. I closely observed and followed my supervisors to experience them managing issues, assigning, or delegating tasks and maintaining smooth flow. Since I had my knee injury, I could not move a lot. So, my tasks were to track and monitor event schedules, oversee and assist teams with arrangements and handle guest interactions. In this setting, a supervisory role means performing strategic planning, directing teams, delegating tasks, and resolving issues in real time. This can be explained by an incident we faced during a conference. The food service was unexpectedly delayed because of communication gaps between the kitchen and event catering staff. 
Feelings
This was one of the roles I was looking forward to working in. So, I was excited to join and perform my duties properly. However, my restricted mobility worried me because I did not want to overburden my colleagues. I realised how quick-paced this is because sometimes I needed to make quick decisions on the spot and work with other teams or departments. I realise that my failure in decision-making or coordination can affect entire events and make others stressed. Nonetheless, following and imitating my supervisors helped me to find the courage and go with my understanding. 
Evaluation
Based on supervisors' roles, I realise that they have to have leadership abilities, delegation and decision-making skills, communication, and critical thinking skills along with strategic planning. There might be last-minute issues, and they have to always remain prepared to manage them. For instance, when the food service issue occurred because of miscommunication, our supervisor showed great leadership and accountability. He basically led the work teams and guided them towards effective solutions. Being part of operations for events, I realised that communication is the core of my abilities. I also relied on my organisational abilities but realised that I need to work on it more. However, I struggled with assisting DOS while coordinating and collaborating with other teams, especially in this high-stakes situation. 
Analysis
Supervisors constantly played an important role in maintaining the operations and standards of DoubleTree. During the aforementioned situation, I observed the supervisor interact with the teams and understand the issues from their perspectives to have a broader understanding. Based on this, he gave directions instead of issuing orders. Therefore, this shows the Participative Leadership style, which suggests that actively engaging employees in decision-making gets better solutions (Elkhwesky et al., 2022). He quickly understood the situation and assigned more staff to interact with guests assuring them. Meanwhile, he restructured priorities and allocated other staff to work with kitchen staff to accelerate food preparation and service. Due to their initiative-taking leadership and decision-making, a disaster was avoided. Meanwhile, on another occasion, a lack of clarity and delegation created miscommunication and confusion among event staff, and they messed up seating arrangements. This can be aligned with the Laissez-faire leadership theory, which focuses on leaders delegating tasks to individuals instead of intruding in their work with orders (Sürücü and Sağbaş, 2021). However, the guests were frustrated because their seating kept changing. Therefore, it can be stated that the supervisor could not effectively apply this theory to work resulting in inefficiencies. From this experience, I recognised the importance of clear delegation and communication in leadership. 
Conclusion
I could work on event management and guest service knowledge and skills due to this placement. Even though I improved my communication, coordination, and critical thinking skills, I realised that I have yet to have effective leadership abilities. I also have to work on my understanding of sales and revenue strategies in this sector.
Action Plan
	Skill
	Activities
	Timeline

	

Leadership and delegation abilities in guest service and event management
	Getting registered for specific leadership courses covering this area
Securing mentorship opportunities from an experienced professional 
Volunteering at the university to manage small-scale events
	5 months

	

Organisational skills
	Practicing with event management tools for event tasks
Creating and following through checklists
Participating in workshops
	3 months
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Management Styles
From my experience, I got to observe my supervisor apply a transformational leadership style for managing teams during meetings and other events. They encouraged everyone to work together and resolve issues by themselves. It inspires people to use their creativity and take accountability. I learnt about this in Level 5 Management & Organisational Behaviour module. This style is useful for motivating and engaging employees and performing with responsibility (Aslam and Sahibzada, 2024). However, at critical moments, I wondered if a directive leadership style could be more effective (Mayangsari and Pujianto, 2025). 
Health & Safety Compliance
As per the UK guidelines, DoubleTree complies with health and safety standards, which cover food service, hygiene practices, fire safety and emergency protocols (Raturi, 2025). From my observation, the hotel staff closely take care of this before events. However, there may be minor gaps as they have to work on strict deadlines sometimes.
Culture & Teamwork
Hilton’s organisational culture focuses on valuing people, giving career progression opportunities, connecting with guests, and creating a positive work environment (Hilton Culture, 2025). In my role at DoubleTree, I have also experienced the same. I realised that it can be linked with Level 5 Personnel Resourcing & Development. Since in events and guest service operations, multiple teams have to work together it really emphasises teamwork and collaboration. This is also crucial for creating a positive environment for workers and meaningful connections with guests. 
Marketing & Guest Experience
Based on my knowledge gained from level 4 Marketing Essentials, I realise that DoubleTree also implements approaches for promoting events. They especially rely on corporate partnerships for expanding their reach to potential client base (Liberato et al., 2023). Alongside this, it also increases brand awareness. However, their marketing approaches need more digital presence especially in different social networking sites and personalised promotions (Kumar, 2024). This can be useful for attracting varied types of clients for events.
[bookmark: _Toc199304821]Section 3: Guest Service Improvement Plan
Based on my experience, I want to point towards the service delay issue in this specific operation, and it is particularly noticeable during large-scale events. From what I observed, these delays happen because of a lack of coordination, clarity, and miscommunication among different teams. It affects not just one service, but the entire event leading to guest dissatisfaction. Hassan and Eassa (2025) suggest that service quality and operational effectiveness are crucial for improving guests’ experience in hotel management. Moreover, Arwab et al., (2024) noted that task performance and employee training are related to each other. It is important for improving engagement and performance. 
I want to suggest three actions for improving this. Firstly, it is crucial to have at least one supervisor or leader to clearly communicate and delegate tasks among members before each event despite its size (González-Mohíno et al., 2024). This is important for offering clarity and avoiding miscommunication. Secondly, employees in this scope need focused training sessions to address the gaps in their knowledge (Carr, 2024). Lastly, the hotel should incorporate AI-powered systems and IoT tools to create real-time communication platforms to prevent bottlenecks (Avula and Sithole, 2024). 
[bookmark: _Toc199304822]Conclusion
I can hereby conclude that this experience was significant to my practical knowledge and understanding and expanding my competencies. I realised the importance of Ops/DOS and its inherent connection with guest services. Even though I could achieve my objectives, I still think there are gaps in my knowledge about practical sales and revenue strategies to boost the hotel's event reservation sales. 
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