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[bookmark: _Toc213948792]Introduction
During the ten weeks placement I had spent with the Meetings and Events Department in the Hotel Novotel in Milton Keynes, I had been operating in one of the most lucrative segments of the hotel, helping with business conferences, workshops, weddings, and other personal events. There was also a need for close liaison between the position and Food and Beverage, Housekeeping, as well as Maintenance to ensure smooth services are rendered to the guests. The background and experience were the foundation of my Level 4 modules, such as Service and Experience Management and Rooms Division Fundamentals, where I took my time in Level 6, the knowledge of what the guests expect, communication, and how things operate. These pillars proved to be useful when confronted with one of the key issues, which was the lack of connection between the marketing messages that this was a modern hybrid meeting facility and the reality of the guest experience due to technical failures and a deficiency of proper staff training. This reflection is critical, based on Gibbs reflective cyber, to demonstrate how the incident has been incorporated with my prior learning level 6 responsibilities, in order to empower my communication, teamwork and problem-solving skills.


[bookmark: _Toc213948793]Main Body
[bookmark: _Toc213948794]1. Description
A weekday company conference in Novotel Milton Keynes collapsed despite the marketing stating that the facility was a good hybrid, with the projector and conferencing software. My team, among others, was also performing poorly since we lacked technical training. I assisted in setting up refreshments and other support; however, the fact that it took half an hour pending worsened the mood and lowered satisfaction (Anon., 2010). The issue revealed the weaknesses in planning, empowering the employees, and inter-departmental communication.
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Figure 2: Gibbs reflective cycle (Baydeniz and Kart, 2024)
[bookmark: _Toc213948795]2. Feelings 
At first, I was frightened and ashamed of seeing the disappointment of the guests and the frustration of my colleagues. The sudden breakdown shocked me, and I felt I was not well prepared, but I wanted to bring sanity and help the team. Looking back, I realised the need to control emotions and be professional, which is promoted in Level 4 and supported by Felce (2019). It showed me that confidence, well-composed communication, and collaboration are more important than promises of promotion when providing a guest with a successful experience.
[bookmark: _Toc213948796]3. Evaluation
This event indicated that there was a noticeable discrepancy between the marketing expectations and the actual operation ability. The guests and the team members felt less confident, which showed a lack of preparation and interdepartmental coordination. Nevertheless, as the problem was solved, teamwork and group decision-making have become significantly better, which confirms Hagg's (2013) opinion of collaborative learning. The incident supported the idea that guest satisfaction is dependent on the proper communication and empathy, and a speedy service recovery as opposed to what is advertised. Hence, there should be greater departmental alignment and achievable communication as a means of averting similar issues in future.
[bookmark: _Toc213948797]4. Analysis
This event is an indication of how marketing communication and the delivery of operational services in the hospitality industry are interconnected. Marketing collaterals form high expectations, and the guests are expected that the promoted state-of-the-art hybrid facilities will work flawlessly. According to Jones (2008), promotional claims enhance technical and service standards that the frontline teams have to continuously correspond to. Here, the shortage of staff training and technical preparedness meant that operations failed to meet the expectations raised by marketing and thus led to disappointment, even though the staff was kind and supportive. Internal communication was also weak, as revealed during the incident. The marketing, technical and events teams were incompatible- the marketing team was concerned with the appearance of things, attractiveness of guests, and the operations team was concerned with equipment service, realistic schedule and staff capability. Such disjunction directly influenced the guest experience and suggested that more concerted pre-event planning among departments is needed. Moreover, I also understood that it is not only technology or facilities that help people feel satisfied about the visage of a location, but also the quality of human interaction. The guest relationship can be safeguarded even in case of technical problems because of professional behaviour, empathy and clear communication. Walker (2021) underlines the fact that trust could be built even after dissatisfaction was experienced and recovered with the help of effective service recovery. The provision of refreshments in this case and freely discussing the problem served to calm down the situation. In general, the experience confirmed that empowered employees, effective communication, and teamwork are the keys to the quality of the services and achievement of the expectations of the guests.
[bookmark: _Toc213948798]5. Conclusion
This reflection taught me the fact that effective guest service in Meetings and Events is based on the regularity of the association between marketing commitments, operational execution, and the competence of the staff. The incident confirmed that the state-of-the-art technology cannot be effective without well-trained staff and interdepartmental communication.
On a personal level, I realised that I could deal with sudden issues and discovered the value of working together internally. In the future, I would like to play a role in a place where the various departments know and help each other with their functions. Facilities or services should not be promoted before priorities are made on clear communication, realistic marketing, and empowering the staff (Lvov and Komppula, 2024). The net effect of this reflection is the enhanced value of the way the operations of operational excellence and guest satisfaction are tied to the coherent management and leadership in hospitality contexts.
[bookmark: _Toc213948799]6. Action Plan / Three-Step Improvement Strategy

1.Operational Change:  Establish pre-event coordination meetings 
Before every major event, organise a short meeting between the marketing, events, and technical teams to confirm available facilities, equipment status, and client requirements. This aligns with goals as it encourages clear communication and prevents misinformation between departments. The expected impact: reduces mismatched expectations and ensures that advertised features reflect actual capability.

2. Implement Regular staff training
Introduce monthly workshops on hybrid technology, event management software, and customer interaction. Training could include simulations of technical faults to build confidence Alignment with goals: Builds employee skills and motivation, ensuring that staff can handle technical issues independently. Expected impact: Improves operational readiness, increases confidence, and enhances guest satisfaction.

3. Create real-time feedback and service
Use digital forms or QR codes for clients to submit immediate feedback after events, enabling management to act quickly on any issues. This goal supports continuous improvement and accountability. The impact we expect strengthens trust, promotes responsiveness, and improves post-event reputation.

The plan will bring reflective learning into action and help Novotel Milton Keynes to become more consistent in marketing communication, service delivery, and guest satisfaction.


[bookmark: _Toc213948800]Conclusion 
This work placement experience at Novotel Milton Keynes has contributed greatly to developing my professional and personal skills. My time in the Meetings and Events Department has allowed me to see how all the functions seem to depend on each other in the process of providing the guests with exceptional experiences. The issue of aligning the marketing message and operational performance gave me an experience that the actual excellence in hospitality lies in coherence, preparation and collaboration. The Gibbs model assisted me in being systematic in my way of thinking, which also involved the recognition of feelings, up to the development of reason and a plan to improve things. I have now realised that reflection is not going back but taking the experiences as an opener to future action. The incident has also made me focus on good internal communication, honest marketing activities, and training as some of the key principles of good management. I would also like to consider teamwork and active service recovery a matter of course in my future professional life, in a way that every promise made to a guest should be addressed by the well-coordinated and stable working time.
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