


Programme: BA International Hotel Management
Module: Managing Guest Service Operations
Module code:BMIH6003
Assignment Title: Student Learning Log

[image: ]



Table of Contents
1	Introduction	3
2	Section 1: Role Reflection	3
2.1	Gibb’s Reflective Model	3
2.1.1	Description and Feelings	3
2.1.2	Evaluation	4
2.1.3	Analysis	4
2.1.4	Conclusion	4
2.1.5	Action Plan	4
3	Section 2: Management Performance and Guest Service Analysis	5
3.1	Management styles	5
3.2	Health and safety compliance	5
3.3	Culture and Teamwork	5
3.4	Marketing and Guest Experience	6
4	Section 3: Guest Service Improvement Plan	6
5	Conclusion	7
6	References	7




[bookmark: _Toc198739106]Introduction 
During my 10-week placement at Stratford Manor four-star hotel situated in the peace of the Warwickshire countryside (Stratford Manor, 2025), I worked within the Meetings and Events Department, which serves as a major revenue-generating department through the provision of conferencing, wedding, corporate event space, and banqueting venues. In addition to this, it's an important department for guests as the effective planning and execution of events would ensure satisfaction on the hotel end. My responsibilities included organising meetings, preparing Booking Event Orders (BEOS), and coordinating client requests. My major learning objectives were to learn the entire process of event coordination, improve communication and organisation skills, and gain subsequent insight into supervisory roles. This reflective report will evaluate my experience according to a theoretical reflection model, analyse the management performance and guest service delivery, and create an improvement plan for service quality.
[bookmark: _Toc198739107]Section 1: Role Reflection 
At Stratford Manor, I was placed in the Meetings and Events Department, focusing on coordinating meetings and preparing Booking Event Orders (BEOS). My role entailed liaising with clients, capturing their requirements accurately, and ensuring these were communicated to relevant departments. I also observed and supported event set-ups to learn how various teams get together to deliver seamless events. This will be reflected by using Gibb’s reflective model below:
[bookmark: _Toc198739108]Gibb’s Reflective Model 
[bookmark: _Toc198739109]Description and Feelings
Gibbs' model was applied for meditation regarding my feelings during that period. It freaked me out in the beginning since everything went so fast that precision was highly required. However, I later became confident in handling clients and collaborating with different departments. It has taught me that preparing for BEOS means that clear communication and attention to detail are crucial factors in planning events.
[bookmark: _Toc198739110]Evaluation
Leaders in the Meetings and Events Department ought to possess leadership and delegation skills, communication, teamwork, and problem-solving abilities, as shown by the manager who constructed the whole event setup in an instant whenever the client changed it last minute (Iarygina, 2019). She further delegated tasks to the staff members, motivated the team to act fast, and explained the new way as per BEO. This was done to avoid delays for the guest in ensuring satisfaction. On the other hand, I witnessed a lack of communication between the kitchen and the event team, which led to some errors in the catering service. This completely spoilt the schedule and left a bad taste in the client's mouth because of poor teamwork and communication.
[bookmark: _Toc198739111]Analysis
These experiences showed that good management makes a difference. Strong leadership helps people use their talents and jobs so that the work is done more efficiently. Daniëls et al. (2019) and Khambayat (2017) show that good communication helps make sure everyone involved in a project understands what needs to be done. My strengths were paying attention to details and being ready to get things started when needed. However, I sometimes had a hard time keeping track of my workload and saying no when I was under a lot of pressure, especially when working with different teams.
[bookmark: _Toc198739112]Conclusion
It is concluded that doing better at communication, making decisions, and leading people helps a lot when it comes to moving forward in guest service jobs. Observing how events are organised and seeing what works well and what does not helped me understand what can make an event successful.
[bookmark: _Toc198739113]Action Plan
To develop professionally, I will:
· Improve communication skills by asking for feedback and going to workshops on communication.
· Develop leadership skills by getting involved in group projects or situations where you can take on extra tasks.
· Get better at solving problems by thinking over what went well and what could have gone better.
· Get more organised by making a list of tasks and using a digital calendar to keep track of deadlines.
[bookmark: _Toc198739114]Section 2: Management Performance and Guest Service Analysis 
[bookmark: _Toc198739115]Management styles
The manager practised democratic leadership during my internship at Stratford Manor, consulting the team before any events were planned. This seemed to have a very positive impact on staff morale and efficiency since the team felt recognized and empowered by this process. Workers in the stranger's opinion are also very much motivated by recognition and involvement besides just the paycheck according to Herzberg's two-factor theory. With these incentives, workers put in extra effort, which speeded up the setup and delivery of services (Ozsoy, 2019). For example, while preparing for such an elaborate corporate function, the manager involved the team in layout decisions, which resulted in faster and better execution. These facts fit within theories presented in Management and Organizational Behaviour, which demonstrate how a different approach to leadership has a marked influence on motivation and performance.
[bookmark: _Toc198739116]Health and safety compliance
In terms of health and safety, the hotel followed several important rules set by the Health and Safety at Work Act 1974. During event setups, it was important to look at risks and solutions, so we checked the BEOS for any problems or emergency steps that might happen. Staff stuck to the proper lifting instructions, used the right equipment to help move items, and made sure all fire exits were easy to find and safe to use. These practices match up with what industry experts like the Health and Safety Executive (HSE) and IOSH recommend. However, I noticed that the staff generally followed safety measures, but it might help to remind them often about proper posture, so they do not get hurt over time.
[bookmark: _Toc198739117]Culture and Teamwork
Stratford Manor had a very supportive and unified work environment. Everyone in the multicultural team is united, especially during tight and busy occasions such as weddings held one after another and conferences. The benefit of this environment comes from the link between team synergy and performance, as set out in the Personnel Resourcing and Development module. Nobody was judged based on their background at work, and both the staff and the customers could feel the difference (Alshaabani et al., 2021).
[bookmark: _Toc198739118]Marketing and Guest Experience 
From a marketing perspective, the use of BEOS made it possible to provide personalised services to guests. The team made sure to specify precisely what the clients needed, even with their diet. The focus on personalisation from the Marketing Essentials module was what made it possible to surpass what was expected. A conference client had a fantastic time when their request for vegan food was prepared perfectly, which led to them considering promoting and recommending the company.
[bookmark: _Toc198739119]Section 3: Guest Service Improvement Plan 
A main challenge I noticed at Stratford Manor concerned the late completion of BEOS, which would cause problems with finalising events at the last moment and communication issues between teams. Not only did this add to the workload, but it also lowered the hotel's reputation for professionalism. If staff did not understand the client's expectations or did not have enough time to prepare, the experience for guests was not as good.
As Desai (2018) points out, the SERVQUAL model, customer satisfaction focuses on reliability and responsiveness as key service factors. A lack of good planning makes it hard to deliver these dimensions well, resulting in lower satisfaction for guests.
· Here is a three-step improvement plan to fix this issue:
· Operational Change: Ensure that all BEOS are finalised at least one day before the event takes place.
· Alignment with Industry Best Practice: Introduce Delphi which is a cloud based solution (Skulimowski, 2017) that keeps all your teams up-to-date and connected.
· Expected Outcomes: As a result, this change should increase teamwork, decrease the chances of mistakes, and offer adequate preparation for each event. As a result, guests will likely be more satisfied, and the department will work faster and better.
[bookmark: _Toc198739120]Conclusion 
Working at the Meetings and Events Department of Stratford Manor helped me gain skills in planning, building teams, and managing guests. Participating in BEO planning and managing events gave me experience that was very useful to my goals. Using the Gibbs model, I discovered which skills I am good at and where I need more improvement. From what I have seen, both strong leadership and open communication help to increase the quality of service and motivate employees. This experience underlines how important it is to coordinate and cooperate early. Overall, this experience has made me more confident in my skills, and I am even more interested in pursuing event management.
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