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Introduction
Morgans Hotel, located in Swansea, is an independent boutique hotel that also offers private events, such as meetings and weddings, and breakfast services. Since my Level 4 placement, the hotel has closed its in-house restaurant due to unprofitability and low demand. The organisation forged local restaurant partnerships, including several independent restaurants within walking distance of the hotel, such as Gallini’s Italian restaurant and Rasoi Waterfront Indian restaurant in Swansea Marina (Morgans Hotel, 2025). and is now focusing on event management. The Food & Beverage services include full breakfast service, fully qualified bar service with new equipment and renewed till service, and extensive event catering, including sit-down dinners, buffets and canapes for weddings, corporate meetings, and celebrations. During my 10-week Level 6 placement, I engaged with Chelsea Morgan and Claire Cowley, the Food and Beverage Managers, and Molly Dowrick, the Head of Marketing. I gained practical experience serving breakfast, working at the bar, and coordinating events. This reflection is intended to compare the theory learnt in the international meetings management module with the practice of real event delivery at the Morgans Hotel, with particular attention to the alignment of theoretical pronouncements with operational practice.
Event Management in Practice: Discussion with Chelsey and Sophie
Throughout my placement, I engaged in very intensive consultations with Chelsea, the Food and Beverage Manager, and Sophie Morgan, the Events Coordinator, to plan and execute events at the Morgans Hotel. Chelsea and Sophie described the events’ varied approach coordination process as organised into multiple phases, including planning, preparation, setup, safety checks, service delivery, cleaning, and post-event reviews. The Events Team plans client meetings early to identify requirements and develop detailed event plans that cover logistical, dietary, and safety-related factors. This systematic process is also consistent with the Event Management Cycle presented by Bowdin et al., (2017), which emphasises the need for early planning, effective communication across departments, and contingency planning for unforeseen circumstances. Chelsea pointed out that the Food & Beverage, housekeeping, and front desk staff are expected to collaborate to ensure service flows smoothly, as all have expertise to share. I also attended pre-event briefings where personnel received information on the schedule, positions, and guest expectations. During set-up, I was involved in arrangements, setting up the bars, and communicating with the Head Chef and kitchen team. Morgans’ management team’s leadership, shown by Chelsea, is based on trust and empowerment, with responsibilities delegated but the leader there to assist. This helped me realise that event management is not just about the operations on the day, but also about building connections with clients, understanding their needs, and maintaining quality services under pressure.
Evolution of Marketing Strategy: Discussion with Molly Dowrick
One of the eye-opening moments was an interview with Molly Dowrick, the new Head of Marketing, who joined the team after my Level 4 placement. Molly stated that marketing has evolved to the point that it is no longer considered a social media campaign but rather an integrated, multi-channel approach. Previously, marketing was primarily focused on Instagram and Facebook. With Molly's insight, the hotel has balanced their approach with integrated digital platforms, local newspapers, newsletters and direct partnerships. (Kotler et al., 2021; Wirtz, 2024).  argue that effective marketing in hospitality should leverage Integrated Marketing Communications (IMC) to maintain brand messaging consistency across multiple communication touchpoints while tailoring content to each platform. Morgans Hotel does this by using Klaviyo, a sophisticated email marketing platform, to contact its 20,000+ subscribers, segmented for targeted promotional offers, event mailers, and seasonal packages. As mentioned by Molly, this diversified approach has enabled more events to be booked and the region's promotion to be visibly enhanced. The hotel is a Silver Partner with Swansea Building Society Arena. It has partnered with a range of local tourist attractions, such as the LC Swansea gym, swimming pool and leisure centre (Morgans Hotel, 2025), and Penderyn Whisky Distillery, to help both parties through cross-promotion and improvements to the guest experience. The partnerships exemplify collaborative relationship marketing principles presented by (Gummesson, 2017; Gronroos, 2016).  In which long-term partnership relationships are used to create competitive advantage and long-term growth. The tactical approach from Molly suggested that marketing and operations need to work together in a complementary way, that promotional efforts have operational quality to fulfil brand expectations.
 Applying Event Management Theory to Practice
The International Meetings Management module introduced some theoretical frameworks that I have since observed in practice. The Event Planning Model by Getz and Page (2019) focuses on five key stages, namely: research and concept development, planning and design, implementation and coordination, monitoring and control, and evaluation and renewal. The coordination process at Morgans Hotel has closely followed this framework, starting with in-depth consultations with the client to understand the event's objective, budget limit, and guest profile. In the planning process, the team will develop precise schedules, resource-allocation strategies, and contingency plans in case things go wrong, such as equipment failures or last-minute changes to the guest count. The event order forms the hotel uses to capture all the details of client requirements are examples of best practices, as they provide uniform information across all departments.  Silvers and O'Toole (2020). contend that a comprehensive approach to event management involves consideration of the Five Ws: Why (purpose), Who (stakeholders), When (specific time), Where (venue layout), and What (event components). I could see how the coordination team methodically addressed every dimension in client meetings. Nonetheless, I identified the potential area for improvement in post-event evaluation processes. Although the hotel has informal debriefs, formal feedback surveys, and performance measurement, these would provide more systemic information to support continuous improvement, aligning with the SERVQUAL framework of Parasuraman et al. (1988).
Personal Development and Changing Perspectives Since Level 4
I have gained a much better insight into Level 6 actions in Food and Beverage operations than in Level 4. In my previous placement, I largely viewed Food and Beverage through the lens of operations and service delivery. Today, I appreciate the strategic role of Food and Beverage in shaping the guest experience, generating revenue, and positioning the brand. Restaurant operations to event-oriented services are strategic changes in response to market needs, demonstrating that successful hospitality companies must be flexible. My interaction with Chelsea increased my awareness of leadership and of how managers balance operational requirements with staff development. Her focus on empowering employees and maintaining quality standards is a classic example of transformational leadership, as discussed by Bass and Riggio (2006), in which leaders influence their teams through vision and support rather than merely through authority. The conversations with Molly demonstrated the role of marketing strategy in adapting to new consumer trends and technological competencies, confirming the importance of data-driven decision-making and multichannel interaction. My technical competencies have also developed significantly, including mastering the till system, operating a barista coffee machine, and handling orders effectively during peak demand. Practising on my own at the bar built my confidence, along with my multi-tasking skills and problem-solving capacities, whenever I have to deal with unforeseen circumstances.


Conclusion
My Level 6 placement with the independent Morgans Hotel Swansea gave me priceless experience of how the theory of International Meetings Management translates into operational practice. Through my conversations with Chelsea Morgan and Molly Dowrick, I have gained genuine knowledge of event organisation, marketing strategy, and the interrelation between operations and marketing processes. Morgans Hotel is also excellent in event organisation and customer relationship management, and has tailored its business model to its core competencies. The three SMART recommendations I suggest are based on observations and theoretical frameworks. First, have formal post-event assessment mechanisms in place within three months, such as online after-use surveys conducted within 24 hours and monthly dashboards with 90 per cent satisfaction levels. Second, initiate 6 months of event management training by March 2026 using the Getz Model and crisis management, and guarantee 100% staff certification. Third, implement cloud-based event management software by June 2026 to support digital transformation and reduce planning time by 30%. The experience has equipped me for future Food & Beverage management roles by emphasising the importance of strategic thinking, cross-functional collaboration, continuous improvement, and customer-centric service delivery as key factors for long-term success in the dynamic hospitality industry.
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Appendix: Learning Objectives
	Learning Objective
	Achieved?
	Evidence and Reflection

	1. Increase my confidence in dealing with guests, especially when working independently at the bar with cocktails and beverages
	Yes
	Effectively operated a bar alone during rush times, as well as preparing cocktails, serving more than two orders at a time and advising guests on beverages based on their preferences. Granted a positive response when I enquired about the quality of interactions with customers and Chelsea's professionalism. This was a fundamental goal in developing self-confidence in the hospitality service setting and had a direct impact on higher guest satisfaction during my time in the placement.

	2. Gain a comprehensive understanding of the new till system and barista coffee machine to ensure high-level service delivery
	Yes
	Demonstrated technical competence in the efficiency and accuracy of running the till system and barista coffee machine within the first three weeks of placement. The mastery of the barista machine enabled me to produce consistent-quality beverages to speciality coffee standards. In contrast, mastery of the till system helped me speed up transactions by about 30 per cent and avoid processing errors. These are technical skills that can be used across hospitality functions and are vital for career advancement in Food & Beverage management.

	3. Improve confidence and accuracy when taking orders efficiently during high-pressure service periods
	Yes
	Created a systematic method of managing the order, which minimises mistakes during the first week placement and speeds up the services based on the feedback and personal observation of Chelsea. Became better at prioritising tasks when serving 40+ guests and 100+ guests during breakfast rush and during private events, respectively. This proficiency training increased my overall operational efficiency. It demonstrated that organisational skills and the ability to remain composed under pressure are crucial to Food & Beverage service provision, skills that will be applied in my career in hospitality management.
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