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Introduction:
Novotel Cardiff Centre is a stylish 4-star hotel in Cardiff city centre with facilities which cater to business and leisure tourists alike (Guest Reservations, n.d.). It is located within a 10-minute walking distance from the central business district of Cardiff and in proximity to other tourist attractions such as the Principality Stadium and Cardiff Bay.
In Novotel Cardiff Centre, the Food and Beverage division deals with several services such as restaurant, bar and banqueting services. My supervisory responsibilities included supervising the coordination of the team, guest service, and guaranteeing order, especially during the Day. Some of the main learning objectives achieved during this position were to appreciate the effective management of team, delivering high guest satisfaction, and dealing with operations (Shum et al., 2018). I also wanted to gain leadership skills in staff management, decision making and customer satisfaction in addition to controlling resources during the busy period.
Description of the Experience:
On one particular day Half Marathon Day, which was also a charity Day to sustain the power of 12 hours, from 1pm-5pm lunch rush was unbearable. Having staff members on duty as three of including me, it was quite a strain. One of the team members was sick and therefore was almost ineffective. That meant I was alone with one more assistant to contend with the large numbers of people who wanted to be served their lunch after the marathon (Suozzo, 2024). I had to shift around tasks with the help of the one available staff member assisting me in the food & beverage service areas (Bladen et al., 2022). I did experience some stagnations in the food delivery service, but I tried my best to address guests concerns immediately. This challenged me by stressing on my ability to be in charge of a team when faced with service delivery hurdles, guarantee quality service delivery to the participants of the Day while addressing the problems encountered without inconveniencing the guest. It presented me with the dilemma on how to manage the team during pressures and at the same time have to ensure that service delivery is to the expectation of the guests.
Feelings:
This was compounded by the fact that the lunch crowd was coming in, and to top it up, I was not versed in operations on the bar side of that Marathon Day. Some viewers were used to the presence of drinks especially beer with the lunch they were keen on preparing and I felt a bit nervous since I did not know how to handle drinks. This compounded on the pressure since I was new to the job, and did not know how to deal with it. In the first situation, I was uncomfortable and could not handle the demands properly. The pressure accumulated because of the attempt to perform the newly assigned tasks and the need to monitor the process (Ghosh & Khatri, 2017). Despite my best effort, I realise that having to deal is very overwhelming. I felt very pleasure moments when 2 of all the customers appreciated me before my hotel owner about my outstanding service and handling a very intense situation.
Evaluation:
At the Half marathon Day, I was privileged to be embraced by many guests who I served or assisted throughout the Day. It made me feel good to know that I was compensated even though I worked hard most of the time. The flip side is that during the Day one of my staff got sick and I had to add her responsibilities to my plate (Khamitov et al., 2020). This made me fall under pressure because apart from food service I had to help do other things that were supposed to be done by her. The situation was tough, but I had to keep going that way to make sure that everything was as easy as possible.  At least I could still meet most of the guest's expectations given the circumstances (Rescalvo-Martin et al., 2022).
Analysis:
The lesson I took out of this Half marathon Day situation in the hotel is how to stay cool, calm and collected when things are running high even in the heat of the moment. Lunchtime was very busy with little employee coverage, one of whom became sick during the shift. Instead of stress and pressure, I came to understand that any job can be accomplished if the brain is free from harrowing and complaining. Through this, I was able to handle various tasks with efficiency and multitask between many functions such as serving food and helping with bar–related tasks which I was not very adept (Ghosh & Khatri, 2017).
It was a good lesson in flexibility. I had to appraise the situation, assign roles and make decisions without time to waste. I also found out that when you are relaxed it influences your subordinates in the same way. As much as situations would turn sour for instance, delays in food delivery, being composed allowed situations to be dealt with without adding more stress.
This real-life situation made the concept of contingency planning very poignant especially for staffing but it also reminded me that leadership is defined by how you behave when things are less than ideal (Corbitt III, 2022). Being level-headed and methodical in approach and words helped to transform a situation that could have got out of hand into one that was easily dealt with.
Conclusion:
In the case of the events such as the marathon, during the peak periods for instance I have learnt that the manager should hire more staff. Since there are only 2 people to cater for 50-60 guests, it becomes very difficult not only to serve guests durably and efficiently, but also to meet the demands of the guests. Having more team members on call means that during the rush, many services can be taken care of so well and still retain its quality (Strömmer, 2020). This would enable us to attend to guests needs immediately, create a perception of customer importance, and enhance their stay. It just makes it operate more efficiently and keeps stress levels down among the staff as well as the guests making the experience more enjoyable for everybody.
Action Plan:
In future other events like half marathon Day, I propose to employ more staff during the busy hours than it was during the Day. As the guest population ranges between 50-60 guests, it means that many employees should be present to guarantee patron satisfaction and efficiency (Aliyu, 2017). I will also pay attention to how meals and drinks are served to the guests, especially by enhancing the communication between the kitchen and the service staff. Developing contingency will be important so that we have back-up staff in case one or many of them fall sick so that the Day may go on as planned (Vainio, 2021). Also, promotion of training will be conducted to the staff especially in area of bar to make the feel comfortable to be in various capacities. To this effect, the following action plan will enhance the quality of guest satisfaction and smoothen the management of future marathon Days.
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