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[bookmark: _Toc200964760]Introduction
I worked in the Conferences and Events section of Holiday Inn Peterborough-West by IHG. (Holiday Inn, 2025). Provides event planning, organising venues, guest support and meeting help. To make every event smooth, the conference team arranges conferences, weddings and corporate events. I wanted to support my learning by enhancing my communication style, boosting my leadership and gaining expertise in managing difficulties when guests complained. Reaching these objectives will help me grow in my job during the placement.


[bookmark: _Toc200964761]Section 1: Role Reflection
For my reflection, I am using Gibbs’ Reflective Cycle. My role during the placement was in the Conferences and Events department at Holiday Inn Peterborough-West.
[image: https://communitymedicine4asses.wordpress.com/wp-content/uploads/2025/01/gibbs-cycle-1-1024x959-1.png?w=624]
Figure 1: Gibbs’ Reflective Cycle (Drroopesh, 2025).

[bookmark: _Toc200964762]Description
I played a role on the Meetings and Events team by getting venues ready, connecting with guests and helping with event organisation. The role of supervisors was to place their team members in the right places and deal with surprise problems (Bardi, 2010). It was my favourite department in the hotel. Stacey was the best leader in this department. She ensured smooth operations for each big event while I was there. Emma and Donna were showing me how to set up a corporate event and a conference event, how to handle each request might come up and how to deliver their food and drinks. Guests with allergies and special dietary needs will always be given priority. They had to use skills in leadership, delegation, communication, teamwork, solving problems and making decisions daily.
[bookmark: _Toc200964763]Feelings
I confess that, at the beginning, I found it difficult to keep up with all the workload (ASET, 2017). Seeing my supervisors calmly overcome problems motivated me to act the same way. I acknowledged the confidence they had to do things on their own. Occasionally, I did not want to take action or say anything, which caused me to worry. On the end I felt so inclusive in their team. 
[bookmark: _Toc200964764]Evaluation
I admired positive leadership when a supervisor arranged who to lead on all tasks for the big event ahead of time. Everyone knew what they needed to do, and the event worked out well. This revealed that strengthening relationships and effective leadership help a company work better. Still, there was not enough time for everyone to hear about the schedule update before it happened. Because the staff were lost for what to do, there were delays, and everyone became frustrated. Clear evidence showed that poor communication hurts both how a team operates and the quality of the service (QAA, 2018).
[bookmark: _Toc200964765]Analysis
Managers must lead their teams strongly to make sure everyone knows their tasks (Harter and ADKINS, 2015). Sharing duties among team members keeps everyone motivated and encourages trust to grow. Messages should be understandable and given on time to keep everyone from being confused. Being able to solve problems and make choices aids in handling surprises fast. Using these skills allows events to be managed easily and guest satisfaction to be achieved.
[bookmark: _Toc200964766]Conclusion
I can express myself clearly, but I would like to improve my level of confidence in making decisions. I need to delegate more and put more trust in others. I learned why these skills matter for success while watching supervisors at work.
[bookmark: _Toc200964767]Action Plan
I intend to participate in training that teaches how to make quick decisions in leadership. I will use delegation by offering small roles to others in group work. I will accept suggestions and advice from those above me to reach smoother and more confident communication. Furthermore, I will imitate event scenarios and solve the problems that could arise. Going through these steps will prepare me for becoming a stronger leader.
[bookmark: _Toc200964768]Section 2: Management Performance & Guest Service Analysis
Transformational management style dominated the operations in Meetings and Events. Leaders inspired their employees by supporting creativity and encouraging their participation. Using this leadership style made staff both more motivated and more efficient. The course emphasises that transformational leaders can help teams work to their highest abilities (Tims, Bakker and D. Xanthopoulou, 2010). The goals were given to us clearly, but we were trusted to find our way. Staff experienced a sense of value and could address problems on their own. As a result of this style, teamwork and customer service quality both improved.
Even so, meeting certain deadlines sometimes needed transactional leadership. Workers were rewarded or punished by their supervisors for meeting or missing standards. Because of this balance, events remained under control when they were most bustling. Mixed leadership worked well in different conditions. Every effort was made to ensure that health and safety were followed in all guest service operations. There were strict efforts to protect guests and staff by meeting every industry standard possible. The hotel complied fully with the Health and Safety at Work Act 1974. The organisers would carry out risk assessments continuously in event areas. Everyone on staff went through lessons on how to use safety equipment and what to do during emergencies (Haag, 2013). 
The organisation valued professionalism, respectfulness and teamwork among their employees. Staff member actions and how guests feel were both positively impacted by this company culture. As Personnel Resourcing & Development points out (Level 5), staff are more satisfied and are less likely to leave if the culture is supportive. People worked on the team and were honest in their communication. The staff made everyone feel welcome with good service every time. Existing cultural values prompted employees to have pride in what they do and to back their co-workers (Baumgartner, 2020). As a result, the experience for users improved.
Both marketing and guest experience were managed by following smart strategies. The team explained to guests what to expect before and during the events. Marketing Essentials (Level 4) shows the need to ensure promises are met by the service offered. Event information and personalised services were available from the hotel. Responses from people were constantly reviewed and worked into the services offered. Frequent shoppers were drawn back with the help of marketing deals and loyalty programmes. Improvements made by these efforts increased guest satisfaction and positive references among friends and family.
[bookmark: _Toc200964769]Section 3: Guest Service Improvement Plan
An important problem faced in guest service was taking too long to respond to complaints. Visitors had to wait for a long time to have their needs recognised. Because of this, customers became unhappy, and the hotel’s reputation suffered. Dealing with complaints well is necessary in hospitality. Resolving problems quickly helps to improve guest pleasure and loyalty. Proper complaints are managed helps protect trust and brings repeat purchases (Team, 2018). Guests get annoyed when their experiences are delayed. As a result, the speed at which service is delivered plays a big role in customer satisfaction. What makes this matter important is how much it affects guest experiences. It is shown through research that unresolved complaints result in customers being less loyal. Any delay is a sign of not paying enough attention or care to customers. People expect the customer service staff to be sympathetic and to respond right away (Xiao et al., 2022). Providing excellent service means that complaints should be handled efficiently. Ignore this expectation, and it might drive your guests to competitors. Consequently, minimising waits for guests is both good for traditional hospitality and helps the business thrive.
Three realistic steps make up the improvement plan:
First, set up a programme for staff to learn about managing complaints. Teaching should include how to listen well, be compassionate and calm and control situations. This matches the practices suggested by leading hospitality organisations. Employees who are well-trained manage guest complaints quickly. With professional staff, guests feel more comfortable and are happier.
Secondly, establish a consistent way for escalating complaints. It means that all complaints will be handled quickly. Using a formal procedure can stop confusion and keep projects on track. Everyone performs better and acts swifter when clear roles and due dates are given.
Lastly, use a live system to track all complaints online. This system simultaneously records, watches over and adjusts the status of complaints. Experts in the hospitality tech sector encourage the use of digital tools to improve the handling of service problems (Dhruv Panjrolia, Drashti Panjrolia and Kavita Aacharya, 2023). Live tracking gives managers the chance to deal with complaints as soon as they are noticed. Guests are notified in a timely fashion, which increases honesty and trust.


[bookmark: _Toc200964770]Conclusion
I learned a lot about event management through this position. I found out that leadership, communication and teamwork are important. I learned how to better manage guest issues. I understood that even the smallest issues can be solved quickly by supervisors. My placement helped me meet every learning objective I had set. I have developed better skills in deciding and assigning tasks to others. As a result of this job, I was prepared to address future issues in the hospitality industry.



I acknowledge the use of Grammarly (https://www.grammarly.com/) on 16 June 2025 to check my work using the prompt(s):  
1. Please check the following text for readability, grammar and syntax.  
I confirm that I have not presented any AI generated text as my own work. I confirm 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 in evidence. 
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