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1. INTRODUCTION
In the third year of my BA International Hotel Management degree, I completed a 10-week work placement at Delta Hotels Breadsall Priory Country Club, a four-star hotel run by Marriott (Marriott International, Inc., 2013). This placement was a great opportunity for me to gain real-life experience and understand how guest service works in a hotel. Since good guest service is still very important for hotels to stay competitive, it was valuable to see how it works in practice (Zaibaf, Taherikia and Fakharian, 2013). During my time there, I worked in several departments, which helped me see how each one plays a part in creating a positive experience for guests.

	1.1	Objectives
 As part of my placement, in the Sales and Events department, my key objectives during this placement were:
1) To assist with the planning and organisation of events.
2) To improve my communication skills through interactions with clients.
3) To gain practical experience in carrying out and supporting events.

1.2 	Sales/Events Department
This department plays a strategic role in revenue generation and guest satisfaction, as supported by recent studies on the growing significance of personalised and experience-based services in hospitality (Golden-Romero, 2007). By working closely with both internal teams and external clients, I gained a deeper understanding of how guest expectations, service innovation, and operational coordination intersect to deliver successful outcomes (Hung and Chen, 2013).


2.  SECTION 1: ROLE REFLECTION
Using Kolb’s Learning Cycle reflection model, I will reflect on how the experience reflected the process in effective learning (Moon, 1999).
a. Concrete Experience
During my time in the Sales and Events department, I shadowed James, the department supervisor, and took an active role in archiving event files once the day’s or the previous day’s events concluded. I also assisted with event setups, including birthdays, weddings, and gift wrapping—tasks that contribute to the complimentary offerings, which, as highlighted by Martín, Rudchenko, and Sánchez-Rebull (2020), are key factors influencing guest satisfaction.
b. Reflective Observation
In a hotel setting, effective leadership and delegation are essential qualities for a supervisor, highlighting the importance of transformational leadership in driving staff performance. Transformational leadership plays a key role in improving employee effectiveness, which in turn positively affects overall hotel performance (Al-Laymoun, 2017). Additionally, skills such as interpersonal communication, problem-solving, and decision-making are vital to ensure tasks are allocated efficiently and team members feel supported in their responsibilities (Mistry et al., 2021).
c. [bookmark: _Hlk199431859]Abstract Conceptualisation
During my experience at Delta Hotels Breadsall Priory Country Club, I observed and was inspired by the use of leadership and delegation skills, as well as effective communication. I followed instructions related to setting up for weddings and preparing small complimentary gifts, such as drinks and thank-you cards. I also became aware of the monthly sales targets that the team aims to achieve, which require strong problem-solving and decision-making abilities. To meet these targets, the team consistently updates event offerings and promotes the hotel through emails, advertisements, and by highlighting its services to attract regular customers. 
One of my strengths is having strong leadership abilities, along with being a good listener and an effective communicator. As the owner of a restaurant, I regularly guide my staff and ensure the smooth day-to-day operation of the business. However, one of my weaknesses is my limited involvement in email communication, marketing, and the use of technology systems, as these responsibilities are primarily handled by my business partner.
d. [bookmark: _Hlk199431902]Active Experimentation
Actions that can be taken to reduce reliance on my partners I can take short courses in digital marketing and hospitality software. Setting SMART goals will help track progress and stay focused on improving leadership, tech, and marketing skills (MacLeod, 2012).



3. SECTION 2: MANAGEMENT PERFORMANCE & GUEST SERVICE ANALYSIS
Management Styles: As I mentioned before, Transformational Leadership is used at Delta Hotels, and the subject was a study module of Management & Organisational Behaviour Level 5, where the Marriott philosophy of “Take care of associates and they’ll take care of the customers” is evident (Marriott International, 2024). This philosophy is reflected in the practice of employee recognition, as seen in the display of Employee of the Year awards. 
Delta Derby tends towards a clan culture that prioritises cooperation, loyalty, and staff development, with some elements of market culture because of performance objectives and competitive service delivery, according to the Competing Values Framework (Cameron and Quinn, 2011).
Health and Safety Compliance: From a perspective at Delta Hotels, organisational behaviour, Marriott displays Schein's (2010) concept of a healthy safety culture, in which employees' actions are influenced by their shared values. Psychological safety is promoted by procedures including safety briefings, conspicuous signs, and reporting systems. A safe and clean atmosphere is a hygiene element that reduces unhappiness, according to Herzberg's Two-element Theory (1968). Delta Hotels Derby promotes employee welfare by adhering to COSHH rules and the Health and Safety at Work Act 1974, which lowers stress and turnover.
Culture & Teamwork: At Delta Marriott Derby, employees demonstrate strong interpersonal connections, working collaboratively in what feels like a close-knit, family-oriented team environment. Such an organisational culture provides a solid basis for effective recruitment, retention, and professional development. By prioritising people and fostering a culture grounded in shared values and mutual support, Delta Marriott promotes high levels of staff engagement and guest satisfaction. This approach contributes to a sustainable competitive advantage in the hospitality industry.
Marketing & Guest Experience: At Delta Hotels, Marriott Derby exceeds guest expectations by providing personalised service, brand consistency, and digital interaction, all of which match with key hospitality marketing objectives. Loyalty programs, promptly responding to enquiries, and online reputation management are all strategies for increasing trust and customer satisfaction. These strategies highlight the significance of providing value and surpassing expectations in hospitality marketing (Kotler et al., 2017).


4. SECTION 3: GUEST SERVICE IMPROVEMENT PLAN
[bookmark: _Hlk199432237]One Key Issue Affecting Guest Service in Sales/Event Department: 
One thing I had noticed was that poor communication can be a key issue. There was a delayed payment from a regular group client that the supervisor had noticed, so this was pointed out to the event staff to follow up on.
Why This Issue Is Significant:
Poor communication, such as delays in relaying payment issues, can disrupt service continuity and client trust. In the example, delayed follow-up risked damaging the relationship with a regular client. Clear, timely internal communication is vital to maintain professionalism and guest satisfaction, especially in repeat business contexts (Lashley and Morrison, 2000).
3-Step Improvement Plan:
Implementing a shared communication system, regular cross-department briefings, and structured feedback aligns with operational excellence in hospitality (Al Hrou and Mohamed, 2014). These practices reduce service errors, enhance team coordination, and support continuous improvement. As a result, guest satisfaction increases, leading to stronger client loyalty, better reviews, and improved business performance.


5. CONCLUSION

My placement at Delta Hotels Breadsall Priory Country Club has provided insights into guest service, leadership, and operational efficiency. By working in the Sales and Events Department, I have achieved my learning objectives: by actively supporting event planning, enhancing my communication through client interactions, and gaining hands-on experience in executing events. Observing transformational leadership and a supportive organisational culture demonstrated the value of good cooperation and internal communication in ensuring visitor happiness. Identifying communication breakdown as a service issue expanded my knowledge of cross-functional coordination and its influence on client confidence. The experience also highlighted opportunities for personal development, notably in digital marketing and technology systems, which I intend to increase through training. Overall, the experience combined academic theory and practical practice, reinforcing my dedication to ongoing growth in hospitality management.
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