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Introduction
The reflective learning log is grounded in my Level 6 experience with the Polo Club Hotel, which is situated at the Stoneythorpe Estate in Southam, CV47 2DL. Even though I was officially under the Front Office department, I was closely visible to operations of the meetings and events department, which is one of the key functions of the guest service operations in the hotel. In this reflection, I have selected to focus on the meetings and events department in particular.
Polao Club Hotel has a meetings and events department which provides the services of personal functions, corporate meetings, weddings and social events. Some of the services offered are the provision of event space, audiovisual assistance, food and beverages through the food and beverages department, guest registration services and settling invoices (Das, 2025). The hotel is a relatively new establishment, and therefore, the department is not fully established in its service and menu compilations and operation system. The reflection will be based on a critical analysis of the guest experience in terms of management style and its effects on staff performance and service delivery. This includes the major issues related to the issue of staff shortages and the changing service standards.
Main Body
The major challenge, considering the guest service processes that were experienced during my placement, includes staffing shortages in the front office and event support departments. Polo Club Hotel is still creating its own workforce, and this directly affects the consistency of services. I got to observe the difference in management style, result of team output and guest experience directly related to the concepts of Level 5 management and organisational behaviour module.
Front Office had understaffing on several occasions on event days, during which they assisted with the arrivals of event guests, accommodation checking in and event coordination enquiries. This generated working strain and open pressure among staff. As an illustration, only two members of the Front Office team were on call on a wedding day event at its peak time of arrival. Visitors at the wedding needed some form of directions, confirmation of room reservations and timetable, and residential guests were arriving to have leisure holidays (Anon, 2010). This low staffing adversely affected the waiting time, which was more reactive than proactive.
The management style that was used in such high-pressure conditions was seen to be more transactional than transformational. Orders were specific and short-timed in nature, and concerns were on bypassing the service period, as opposed to inspiring and involving employees (Felce, 2019). Although this strategy guaranteed the continuity of operations over a short period of time, it decreased team-discussion opportunities as well as the ability to solve their problems collectively and encourage morale. Under Management and Organisation Behaviour, I learnt about transactional and transformational leadership styles. Transformational leadership promotes inspiration, empowerment and long-term builds in perspective (Hagg, 2013). Whereas, the transactional leadership is structured with rewards and performance compliance being the emphasis.
Concerning this situation, I realised that despite the manager keeping things in line and order, employee motivation in such shifts seemed to be low. The levels of stress became obvious, and communication turned short and functional (Whitehouse et al., 2023). This significantly affected the guest experience. The personalised interaction and warmth that guests were supposed to experience in boutique hospitality were minimised, even though the guests were eventually served. Here, it is evident that the management style has a direct impact on the guest satisfaction in the form of the behaviour of employees.
As compared to the Level 4 placement, where the leadership approach was more autocratic and hierarchical, the Polo Club Hotel was a little bit more responsive to staff contributions. Nevertheless, because of the lack of staff, the process of decision-making was sometimes centralised in times of high load. Such a restricted empowerment of employees. The research examined in Level 5 indicates that employees with empowerment have more confidence in problem-solving and recovery of services. I noticed that employees felt assured and educated, and addressed guests' inquiries with greater confidence. On the other hand, in understaffed shifts, the workers were more reluctant to make independent decisions, and this led to employees being more dependent on the supervisors and reduced service delivery (Jones, 2008).
Another critical point that I noticed was that service processes and menu items were changing. Options on the event menus were no more than two in number, and the customers sometimes complained about the food or the speed of service. Through my conversations about the same with the Events Coordinator, I found out that the relationship with suppliers and staffing of the kitchen was not yet established. These resonances the problem of the allocation of resources that is inherent in new businesses in the hospitality industry. Poor staffing and supply chain building have a direct effect on the quality of services (Walker, 2021).
In the organisational behaviour view, this is related to the systems theory. In case of insufficient staffing in the front office, the communication between meetings and events becomes poor. In case of overcapacity in the kitchen, menu delivery becomes slow. I have observed in one of my company meetings that lunch service took too long as there was a lack of coordination between event planning and kitchen preparation. Though the problem was professionally solved, it underlined the fact that the alignment of the work of the internal to the external perception of guests is an immediate reflection of alignment.
The hotel is culturally oriented to advertise a personalised and friendly style of service. In the less active shifts, teamwork was built in a supportive manner. Employees were willing to work in any other department, which is shown to represent a good emerging culture (Kim and Jung, 2022). Nevertheless, in cases of high pressure, cross-departmental support was decreased because of stress. It means that the organisational culture is not yet developed and is subject to the pressure of operations.
Reflection has enabled me to recognise that an appropriate management style plays a very crucial role when it comes to resilience when there is a shortage in the number of staff. A more transformational touch in high-traffic times would help make the service warmer and boost morale (Wood, 2013). As an example, briefings regarding tight workloads given in the short pre-event working conditions that emphasise the need to work in teams may have a beneficial impact on the staff's mindset. Confidence and consistency would be enhanced by rewarding the effort of employees and ensuring that the various channels of communication are in place (Wouters, 2025). In order to deal with the observed problems, my action plan would be a three-step realistic improvement plan.
The first practice is to adopt an organised operational briefing before the occurrence of the event (Bowdin et al., 2023). Such briefings are necessary to demarcate the staff duties, the expected number of guests and backup provisions. This conforms to the best practice in the industry in the management of any event, where the communication planning would minimise service failures. The anticipated effect would be better coordination and fewer stresses, which would increase the satisfaction of the guests.
The second practice includes establishing an enterprise-wide staff cross-training programme between the Front Office and Meetings and Events staff. Cross-training ensures a flexible staff, which is highly important in small hotels or new hotels (Freedman, 2025). The research conducted in the industry shows that multi-skilled employees enhance the resilience of operations. This would increase the service delivery time in case there is a shortage of staff and promote the culture of teamwork.
Third, revise and slowly increase the menu of the event upon analysis of the feedback of the guests. Continuous improvement principles would be relevant in terms of introducing the development of seasonal menus and presenting the short post-event feedback reviews. What would make the hotel stronger in the market would be improving the variety and quality of the menu. This, in turn, will enhance the satisfaction of the guests and improve the image of the event.
Conclusion 
Finally, my experience in the Polo Club Hotel helped me to examine the operations of the guest service at the Meetings and Events department analytically by using both the management style and organisational behaviour. The conditions of staff deficit and the necessity to build a new hotel have exerted a significant impact on the service consistency, communication and employee morale. Although operational control was not lost, a more transactional leadership style in the case of high traffic did not allow the employees to feel more empowered and warmer service did not happen often.
The use of the theoretical knowledge on the subject of Management and Organisational Behaviour allowed me to understand that transformational leadership is crucial in sustaining motivation and ensuring quality of service. Being able to create structured briefings, cross-training programmes and menu improvement plans would increase the operational resilience and satisfaction among the guests. Such a position has enhanced my skills with respect to the systematic analysis of the management performance and comprehending how leadership, culture and allocation of resources would impact the guest experience. It has made me ready to put more responsive and accommodating managerial approaches in my future career as a hospitality professional.
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