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1.Introduction
During my Level 6 placement at Hockley House, I worked across several areas of the Food and Beverage department, including breakfast service, bar support and preparation for meetings and events. For the purpose of this learning log, I focus specifically on the Meetings and Events department, as this role involved close interaction with guests and required active coordination during service. The hotel hosts a variety of functions including birthday celebrations, weddings, monthly community gatherings and corporate meetings, each requiring a slightly different approach and service flow.
I worked closely with Amit Pandit, an experienced Food and Beverage assistant who supported me through informal guidance during service. Catherine Growcott, the hotel’s General Manager, was responsible for coordinating events, communicating with clients and overseeing service delivery, while Lilit, the Food and Beverage Manager, supported service during busy periods and assisted with scheduling and planning. I had worked with the same team during my first-year placement, which meant that this time I could understand teamwork and guest service with greater awareness and confidence.
This learning log reflects on my experience in the Meetings and Events department and draws on concepts from the Personnel Resourcing & Development (PRD) module to evaluate how organisational culture, teamwork and communication influenced the guest experience.
2. Main Body
In Meetings and Events, the guest experience depends heavily on how smoothly service flows and how effectively staff communicate both with each other and with guests. One situation that particularly shaped my understanding was the process of refilling hot buffet dishes during events. During busy functions, the trays sometimes emptied faster than expected, and guests would approach the buffet to find the food temporarily unavailable. While guests were usually patient, these moments disrupted the rhythm of service and placed pressure on the team to maintain a calm and professional atmosphere. I began to notice that guests were not only responding to whether food was available or not, but also to the emotional tone that we projected while resolving the issue.
When this happened, I often went to the kitchen to request refills and stayed present in the room to reassure guests that more food was being prepared. I began to notice how my tone of voice, body language and pacing shaped how guests interpreted the delay. At first, I worried these interruptions reflected poorly on me, as I wanted the service to feel seamless. Over time, I learned that what mattered most was not eliminating problems entirely, but managing them confidently and transparently.
This shift in understanding changed how I interacted with guests more generally. I realised that guests often form their impression of service less from whether everything goes perfectly, and more from whether they feel acknowledged and respected in the moment (Grönroos, 2007). A short, sincere explanation was usually enough to maintain trust, whereas appearing rushed or stressed could have the opposite effect. This helped me become more aware of my body language, eye contact and tone. It also reminded me that emotional labour is a significant part of hospitality work; we are not only serving food, but shaping the atmosphere in which guests experience the event. Learning how to project calmness even when I felt under pressure was a skill I developed gradually through repeated real service situations.
Working closely with Amit supported this development. His calm approach and practical guidance reflect the idea that a large part of learning in hospitality occurs informally, through shared experience rather than structured training (Eraut, 2004). His calm behaviour influenced how I approached stressful moments and highlighted how staff emotions can be mirrored by guests. Similarly, Catherine’s structured planning and willingness to adjust to last-minute changes demonstrated how leadership before and during service contributes to a stable environment.
This experience helped me connect theory from Personnel Resourcing & Development to real practice. Hockley House has a supportive and friendly culture where staff step in for one another, which encouraged a sense of belonging and made learning feel natural. However, I also noticed that when roles were not clearly assigned, stress increased because staff were unsure who should respond at specific moments. In PRD, we learned that employee engagement and wellbeing improve when expectations are clear and communication is transparent. I could clearly see that when the team discussed responsibilities beforehand, service felt smooth and guests experienced it as well–coordinated; when we did not, the atmosphere felt more pressured, even if guests did not say anything directly.
The recurring buffet refill situation therefore highlighted the importance of role clarity. Flexible teamwork is valuable, but research shows that clearly defined responsibilities help staff work with more confidence and consistency (Armstrong and Taylor, 2020; Torrington, Hall and Taylor, 2020). Even supportive and collaborative cultures require some structure to maintain consistent standards (Handy, 1985).
This matters because small interruptions can influence how professional and well-run an event feels. According to the service-profit chain, internal staff organisation directly affects guest satisfaction and repeat business (Heskett et al., 1994). Ensuring buffet consistency supports both the immediate guest experience and the hotel’s reputation with returning clients.
Looking back, I realised the issue came from four small but important gaps:
1. No clear buffet monitor role.
2. Event briefings focused on layout and timing, but not refill triggers.
3. No fast communication method with the kitchen.
4. Larger batch production instead of smaller, frequent top-ups.
These were not caused by lack of effort but by organisational structure gaps (Armstrong and Taylor, 2020).
Improvement Plan
1. Short pre-service briefing to assign buffet monitoring responsibilities and refill trigger points.
2. Simple communication method (signal, message or handover point) to request refills without leaving the room.
3. Switch to smaller, more frequent replenishment to maintain visual quality and ensure food remains fresh.
This experience changed how I understand guest service. I initially focused on completing tasks correctly, but I now understand service as something shaped by coordination, communication and emotional tone. Amit’s calm support and Catherine’s structured planning demonstrated that effective service is designed proactively, not just corrected when something goes wrong.
3.Conclusion
Overall, my placement in the Meetings and Events department at Hockley House helped me develop a deeper understanding of how guest service depends on both staff coordination and communication. The buffet refill situation showed how small operational details can influence the flow of service and how guests perceive the experience. Working with Amit helped build my confidence through informal learning, while observing Catherine’s planning showed me how leadership sets expectations and stability before service even begins.
Linking this experience to the Personnel Resourcing & Development module helped me understand the importance of organisational culture and role clarity in maintaining consistent service. The improvement plan I proposed—assigning responsibilities, using simple communication methods and replenishing more frequently—shows how small adjustments can improve both staff confidence and guest satisfaction. This placement also helped me recognise how emotional presence and behaviour play a significant role in shaping the guest experience, especially during busy or challenging moments. Most importantly, I learned to view guest service as proactive rather than reactive, which will guide my future professional development in hospitality and influence how I support and communicate with both guests and colleagues.
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