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Introduction
In the modern business landscape, the incorporation of self-reflection plays a crucial role in fostering continuous learning and enhancing leadership adaptability. Justice et al. (2020) highlighted that the reflection on work experience enables individuals to detect the loopholes and seize opportunities without fail. The purpose of this portfolio is to assess the work experience in the hotel, Park Plaza, in Cardiff, for managing major event arrivals. The portfolio will highlight the key experiences while working in several roles, such as housekeeping, spa reception, office events organising, events operations and reception, and others. Additionally, the reflection will be carried out by using a model, Gibbs’ Reflective Cycle, which incorporates six different stages for sharing an experience, including description, feelings, evaluation, analysis, conclusion, and action plan. 
Main Discussion
Description
The management of major event arrivals is something that makes me interested and more committed to my work. In my workplace, I was assigned to manage the arrivals of major events that required several skills, such as coordination, collaboration, and strong communication. I worked in various roles within the organisation, including housekeeping, spa reception, event organising and operations, and front desk. As stated by Allen et al. (2022), the event management within the hospitality company works as the strategic, creative, and operational personnel that turns venue space into a revenue structure. In this regard, I have ensured that in each role, I need to be more efficient and committed to my work. During my placement, I helped manage event operations and was responsible for arranging three events scheduled for the following day. The manager provided a detailed plan of action that outlined which rooms would be used, the number of attendees, and the layout of the spaces. Additionally, we received training on partitioning, which involves dividing a large area into smaller sections using wooden panels. The experience enabled me to grasp the fundamentals of event management and understand how to oversee overall operations for various events. Catering to event guests enhances engagement, satisfaction, and experiences (Pelly and Tweedie, 2021). Hence, I learned several important skills and the basics of event management while working in this department.
Feelings
In the initial stage, I was a bit nervous and underconfident as I had never participated in event coordination. I was excited to work with the manager and learn from her, but I was not confident I could do my best. Pindek (2020) opined that under confident employees are unable to perform well and often struggle with self-doubt and fear of failure. Shadowing the manager improved my understanding of the department and motivated me to deliver professional service, which made me feel more relaxed and helped develop my confidence and refine my knowledge. Moreover, during my work in the housekeeping department, I helped the department supervisor in multiple ways and maintained the hotel and service standards, which made me feel good.
Evaluation
I have evaluated myself in every job role that has positively contributed towards my learning development. While working on managing major event arrivals, I have improved my ability to assess the number and types of attendees. There were three events taking place in different hotel spaces, and each conference room required specific adjustments. I was given instructions on what needed to be done. Corporate conferences, meetings, and social gatherings or parties each require different services, as my manager outlined. Galeazzo et al. (2021) highlighted that adherence to the manager’s instructions enables employees to eliminate hurdles, streamline workflows, and reduce errors. Based on the instructions, I started arranging tables and chairs, setting up a water station, preparing cutlery and plates, and setting up the water station. The manager guided and worked with us until midday, when she was asked to cover the restaurant supervisor's shift because he called in sick and the restaurant was busy. She gave us further instructions on what needed to be done in her absence, such as arranging chairs in Civic 5 in plane style, folding napkins, setting up the food bar, and polishing cups. The experience I got from that day was mixed. The experience had its positive aspects, as it allowed me to gain insight into supervisory roles across various departments. However, it was also challenging because we felt pressured by time and stressed about completing all the preparations in the manager's absence, with one less person available to assist us. I felt that the supervisory strategies needed to be improved a bit for these events and managing things. Tian and Hebron (2024) stated that efficient time in hospitality management is crucial for meeting work standards efficiently and consistently delivering high-quality results. Hence, my working experience was a blend of positive and negative experiences. 
Analysis
I faced several distinct situations and challenges while working across different departments, which have deepened my ideas and knowledge across multiple contexts. In managing event operations, I helped both the manager and employees organise the Kuku Club and the Civic Suite, Plaza Suite, and Park Suite for different services. It has compelled me to analyse several events together and to examine how hospitality organisations maintain quality and service standards. I understood that serving guests at every event aligns with the Guest Service Theory, which ensures guest satisfaction and loyalty. The theory states that consumers need to be treated as guests rather than mere transactions and emphasises personalised care, empathy, proactive service and creating memorable experiences (Lievens et al. 2022). I analysed that the theory aligned with the guest services within Park Plaza to ensure that guests are satisfied with the services provided by the organisation. In this regard, while working in the food & beverage department, the manager has shown me how they handle daily bookings and manage the restaurant independently. While shadowing my supervisor and engaging in the workplace, I have analysed my key weaknesses that hinders my performance in the future. I analysed that my teamwork, problem-solving, and decision-making skills need improvement to enhance organisational performance in the hospitality industry. As highlighted by Ņikadimovs and Ivanchenko (2020), the inclusion of interpersonal skills and soft skills makes hospitality employees more reliable and efficient. Hence, I have analysed that I am capable of working in established hospitality organisations in driving better performance. 


Conclusion
My experience in managing major event arrivals has provided me with valuable insights and skills. Throughout my time working in various departments within the organisation, I have identified several key strengths that contribute to positive business outcomes. I have learned that guest satisfaction is a top priority for hospitality firms, as it leads to repeat bookings and drives business growth and profitability. Regarding the management of several events, I learned from my manager that working under pressure and managing overall operational activities across different events makes employees well-suited for the hospitality industry. Moreover, I learned that we can divide events or spaces into smaller areas using wooden panels, which makes the venues more appealing and suitable for guests. In conclusion, the training I attended and the experience of shadowing my manager have equipped me with essential supervisory strategies to effectively cater to guests.
Action Plan 
	Goals 
	Specific 
	Measurable
	Achievable
	Relevant
	Time-bound

	To improve my teamwork skills within the next 3 months 
	Teamwork skills are crucial in service operations to ensure efficient, consistent, and high-quality customer experiences (Johnston et al. 2021). 
	KPIs like Collaboration Effectiveness Index and Conflict Resolution Time can be used to measure progress. 
	It can be achieved through taking feedback from mentors, engaging myself in regular feedback sessions and fosters sensitivity training. 
	It is relevant for me to enhance guest experience, facilitate error reduction and establish conflict resolutions. 
	3 months 


	To optimise my problem-solving skills within the next 6 months
	Kabangire and Korir (2023) depicted that problem-solving serves as the backbone for hospitality employees to manage the guest’s complaints and drive positive results.
	The inclusion of KPIs like Mean Time to Resolve and Number of Recurring Problems can be used. 
	It can be accomplished through the simulated learning and practice, proactive information gatherings and follows structured methods. 
	I need to enhance this skill for developing adaptability to situations, drive operational efficiency and ensure suitable guest experience management. 
	6 months


	To enhance my decision-making skills within the next 12 months
	Decision-making skills are crucial for working in hotels to ensure the guest satisfaction, and foster an operational efficiency (Consultancy-me, 2025)
	Return on Decision and Decision Reversal Rate can be used to measure the progress towards decision-making skills. 
	It can be enhanced through enrolling myself in a fulltime course, taking feedback from the experts in the industry and leverage digital tools. 
	It is relevant for me to stay competitive in the evolving business environment, improve my job performance, and foster a long-term engagement. 
	12 months



Conclusion
[bookmark: _tghqwbmusgpe]The conduct of self-reflection enables individuals to gain deeper self-awareness, personal growth, and improved mental health by evaluating their thoughts, behaviours, and values. The portfolio has shed light on the illustration of work experience within the hotel and analysed key strengths, weaknesses, and skills. It has been found that time management and communication skills are up to the mark for working efficiently in the hospitality industry. In contrast, problem-solving and decision-making skills need to be improved for better performance. It has been analysed that the inclusion of theoretical frameworks enables individuals to manage good performance and drive positive results. In conclusion, working in event management requires sufficient skills to plan, organise, and execute events without significant complexities. 
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Contact Information
Hotel Mentor’s name: Karen Price 
Role: HR Manager 

[bookmark: _q1kglimdpyk]

[bookmark: _Toc227918383]Part 3: Academic Tutor Feedback
	Time Management

	
Ana has demonstrated strong time management throughout her placement. She has consistently attended all scheduled shifts, with no missed sessions to date, and has successfully maintained an average of 18 hours per week. At present, she has completed approximately 152 hours, reflecting a high level of commitment and organisation.

Despite this consistency, Ana’s shift pattern has been limited to specific days, primarily Mondays and Tuesdays, due to other commitments. While she has managed her time effectively within these constraints, this restricted schedule has limited her exposure to the full range of operational demands within the hospitality environment.

Moving forward, increasing flexibility in her availability would allow Ana to gain a broader experience across different shifts and departments. This would provide further opportunities to engage with key team members, such as department managers, and enhance the depth of her learning.

From a tutor’s perspective, Ana has managed her placement hours very effectively and remains on track with requirements. Her proactive approach to ensuring all administrative elements, such as securing feedback before staffing changes within the hotel, demonstrates excellent forward planning and attention to detail.


	Communication

	
Ana has maintained a consistently high standard of communication throughout her placement. She has engaged effectively with both the hotel team and myself, ensuring that all aspects of her placement are well-coordinated.

She has demonstrated a proactive approach by arranging one-to-one experiences with managers, which has supported her understanding of different departments and strengthened her professional relationships within the hotel. This level of initiative is particularly positive and reflects a strong commitment to her development.

During meetings, Ana has asked thoughtful and relevant questions, particularly in relation to her assignment. Her ability to link placement experience with academic requirements shows a clear focus on achieving strong outcomes.

Looking ahead, continuing this level of communication and engagement will further support her academic work and professional growth.


	Behaviour

	
Ana has shown an excellent attitude throughout her placement. She has successfully gained experience across Housekeeping, Food & Beverage, Spa, Reception, and Events.

Her proactive mindset has been a key strength. Ana has taken ownership of her learning by seeking out additional opportunities, such as shadowing managers, and ensuring that all necessary processes are completed in a timely manner. Her initiative in prompting for hotel feedback ahead of staffing changes is a strong example of this.

Ana has also demonstrated increased confidence and awareness compared to Level 5, showing that she is building on her previous experience and applying her knowledge effectively within the workplace.

Overall, Ana has been consistent, reliable, and highly engaged throughout the placement. Maintaining this level of professionalism while increasing flexibility in her working pattern will further enhance her development.




	Problem-Solving

	
Ana has demonstrated strong problem-solving abilities during her placement, particularly through her proactive and forward-thinking approach. She has actively sought opportunities to deepen her understanding, including arranging one-to-one time with managers to gain further insight into departmental operations.

Her ability to anticipate potential challenges, such as ensuring feedback is obtained before changes within the HR team, highlights her organisational awareness and initiative. This reflects a mature and professional approach to managing her placement.

Ana has also shown the ability to apply knowledge gained from Level 5, demonstrating increased confidence in navigating different departments and understanding expectations within the industry.

Looking ahead, expanding her exposure through a more varied shift pattern will provide additional opportunities to further develop her problem-solving skills in different operational contexts.

Ana should take confidence from the way she has managed her placement so far. Her consistent performance, strong communication, and proactive attitude position her very well for continued success within both her academic work and future career in the hospitality industry.



Placement Tutor: Daniel Payne
Role: Academic Tutor
[bookmark: _ceh19nadoqqa]
Part 4: Reflection on Hotel and Academic Tutor Feedback
Introduction
Feedback from mentors supports both personal and professional growth (Dickson et al. 2021). The purpose of this reflection is to evaluate the feedback received from both the Hotel mentor and Placement Tutor. Understanding the key themes in the feedback and their impacts is the key consideration of the reflection. Moreover, the differences between the feedback from the Hotel mentor and Placement Tutor will also be identified. Feedback is important for identifying the strengths reflected during event management. Similarly, the feedback will help identify areas for improvement to enhance professional development within guest service operations in the hospitality industry. 
Main Discussion
Understanding the Feedback
Drawing upon the feedback received from the Hotel Mentor, the key strengths during the workplace performance is the ability to follow the instructions properly. The ability to follow instructions plays a crucial role in the adequate execution of the key responsibilities. Similarly, through the feedback gathered from the Hotel Mentor, the willingness to learn can be identified as another strength. This strength helps in professional growth through creating scope for improved practical knowledge (Nilson and Zimmerman, 2023). The Hotel Mentor has also highlighted a few areas of improvement that can help in further enhancement of professional performance. For instance, the areas for improvement include gaining knowledge of menu and service standards, as well as enhancing speed and efficiency in event management. Moreover, it can also be identified that the ability to work in a group should also be improved to be proficient in event management. 
Considering the feedback from the Placement Tutor, it appears that the performance during the placement significantly contributed to operational efficiency. The placement tutor has also mentioned the ability to follow instructions as a positive aspect of the performance. However, the placement tutor has also identified a few areas of improvement as well. Improving the collaboration with other team members has been mentioned as a key improvement area. The reason behind mentioning this aspect is that teamwork is one of the essential skills for the event management practices (White, 2021). Moreover, the need for enhancing time management, decision-making, and teamwork skills has also been noted in this feedback. 
One of the common themes in both the Hotel Mentor and Placement Tutor is that the ability to follow instructions is a key strength during the event management activities. Similarly, the need for improving teamwork skills is another common theme among the feedback gathered from the Hotel Mentor and Placement Tutor. Moreover, both the mentors have identified the need for enhancing speed during the execution of the event management practices. The enhancement of time management skills, in this respect, can help in addressing this performance gap (Wilson, 2021). A distinctive difference between the feedback from the Hotel Mentor and the Placement Tutor is the identification of further improvement areas. For instance, the Hotel Mentor has noted improvement in service standards and knowledge, whereas the Academic Tutor has mentioned decision-making as the improvement area. 
Impact of the Feedback
Receiving feedback on communication and time management has been pivotal, transforming them from separate tasks into interconnected strengths. I have identified that empathetic, clear communication, achieved by asking questions during busy periods, saves time and prevents complaints, making guests feel valued. Furthermore, prioritising prompt, proactive service over mere speed enables the management of high-pressure situations (Hofmeister, 2024). This fosters trust and builds lasting connections.
I faced issues in demonstrating adaptability during work. The reallocation of the staff during an unexpected rush, solving immediate service bottlenecks through quick teamwork. While menu standards remained high, I realised I needed to improve speed during peak hours. The experience revealed gaps in proactive vendor communication and contingency planning. Paredes-Saavedra et al. (2024) opined that these aspects emphasised a need for better delegation and faster crisis-management decision-making to maintain efficiency.
At Park Plaza Cardiff, I integrated feedback to enhance guest service by using empathetic, proactive communication during high-pressure events, ensuring guest valuation over raw speed. Managing staff allocation during unexpected Laguna Restaurant rushes enabled me to demonstrate adaptability through rapid team reallocation, though identifying the need for improved peak-hour speed and contingency planning.
Feedback has redefined my approach from operational execution to strategic, proactive management. I now view guest service as a personalised experience, leveraging active listening to pre-empt needs during major event arrivals, rather than just reacting. Supervisory expectations shifted towards proactive staff allocation, emphasising delegation and swift, data-driven decision-making to alleviate pressure. Professionally, this highlighted the necessity of contingency planning and vendor coordination for high-standard service
Action Steps for Growth
The feedback from Park Plaza Cardiff can be addressed effectively by implementing a structured operational plan for handling major event arrivals. I will use my experience across various departments to streamline the guest flow from reception to their rooms. For food and beverage, a dynamic staff allocation framework based on peak traffic times to reduce pressure during events (Cousins et al. 2019). Additionally, I will undertake targeted service recovery training to enhance my ability to resolve complaints swiftly, as recommended for improving high-standard hotel service.
These actions build a versatile toolkit for high-pressure environments. Implementing structured operational plans and staffing frameworks demonstrates operational leadership, while advanced service recovery training sharpens conflict resolution skills. Together, these strategies ensure consistency under pressure, allowing you to proactively manage guest flow and service standards, which are essential for driving guest satisfaction and efficiency in any premier hospitality role.
Leveraging feedback to unify communication and time management into a proactive strategy using empathetic questions to prevent issues drives my goal of delivering exceptional service and leading high-pressure, guest-focused hospitality operations.


Conclusion
Reflecting on the feedback from the Hotel Mentor and Placement Tutor, key strengths included following instructions and a willingness to learn. Improvements in teamwork, speed, and menu knowledge have been clearly observed. Integrating this feedback critically emphasised proactive communication and strategic adaptability in high-pressure situations, highlighting professional and personal growth. Action steps incorporated the structured operational planning and targeted service recovery training. It has been identified that enhancing these aspects will help the individual address these gaps. Ultimately, this experience has refined the ability to deliver high-standard service, driving efficiency and guest satisfaction in future supervisory roles across the hospitality industry.
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