Student Name: Fasilat Abiodun Sanyaolu
Student Number: 2129103
Module Title: Managing food and beverage operation
Module Code: BMIH6002
Tutor’s name: Lisa Bassier














INTRODUCTION 
My industrial placement at Belvilla Crewe City Centre Hotel aided me with hands-on experience across various departments of the organization such as front desk, kitchen, house-keeping, and customer relations. The hotel’s Food and Beverage (F&B) operation is keen on delivering exceptional dining experiences. My primary role involved shadowing a supervisory position in the F&B department, where I observed and participated in tasks such as beverage preparation, food service, inventory management, and guest interaction.  
Outlined below was my primary learning objectives: 
· First, to learn skills such as communication, teamwork, and task management  
· Increase my technical knowledge of F&B operations and service standards
· To learn about and grow into leadership roles within the hospitality industry  
Regarding the reflection model of choice, I will use Gibbs’ Reflective Cycle (Gibbs, 1988) to evaluate my experiences and its impact on my personal and professional development.  
Reflection on Experience and Personal Development
Description  
At Belvilla Crewe Hotel, I was opportune to work in a supervisory role in the F&B department. My daily responsibilities included overseeing beverage preparation, ensuring food quality, managing guest inquiries, and coordinating with the kitchen and front desk teams. A stand-out experience was assisting the supervisor during a busy shift, where I resolved a guest complaint about delayed service. I communicated with the kitchen staff, apologized to the guest, and offered a complimentary drink to ensure their satisfaction.  

 Feelings
It was a tedious work environment at the beginning of my training – however, as I gained more experience, I became confident of my capabilities. As earlier stated, resolving the guest complaint and reinstating orderliness was proof of my growing ability to handle challenges.
Evaluation  
Overall, the experience was rewarding as it allowed me to develop key skills such as communication, resolving problems, and multitasking. But, I encountered challenges like managing time during busy hours and dealing with difficult guests. These challenges highlighted areas where I needed to improve such as staying calm under pressure. 
Analysis  
My supervisory role helped build my understanding of the importance of leadership and teamwork in maintaining standard guest service. For instance, I understood how effective communication between the kitchen and front desk staff can improve guest satisfaction (Parasuraman et al., 1988). My academic studies have provided a solid foundation for this experience, particularly in areas such as service quality management and customer relationship management. Also, my roles in housekeeping and front desk allow me appreciate how intertwined different departments work together to provide better guest experience (Davis et al., 2018).   
Conclusion  
This experience sharpened my knowledge of the Food and Beverage department daily operations. It also highlighted the need for continuous learning and adaptability in the hospitality industry.  



Action Plan  
To further up-skill, I will; 
· Reflect on my experiences regularly to identify ways to improve
· Seek more training in conflict resolution and leadership
· Take on additional supervisory roles to solidify my expertise
Critical Analysis of Work-Based Skills and Technical Knowledge  
To maintain global service standard in the F&B department, one is required to have a combination of work-based skills and technical knowledge. During my training, I learnt skills that are essential for delivering exceptional guest experiences.  
1. Communication Skills  
Good communication is important in ensuring smooth operations. During a busy shift, I had to coordinate between the kitchen and front desk teams to address a guest complaint about delayed service. My proactiveness helped resolve the issue promptly. This occurrence highlighted the importance of effective communication in maintaining guest satisfaction (Parasuraman et al., 1988).  
2. Teamwork  
This is another essential skill in the F&B department. I often worked with colleagues from different departments to maintain a smooth guest experience. For instance, during special events, I worked with the kitchen team to manage food preparation and service. From this, I understood the importance of collaboration and mutual support in achieving operational goals (Tuckman, 1965).  


3. Technical Knowledge  
Departmental practice such as understanding food safety regulations and beverage preparation techniques is vital for delivering top-notch service. While working, I learnt how to prepare beverage and ensure food quality, which enhanced my kitchen skills. Even so, I learned about inventory management and cost control, which are crucial for maintaining operational efficiency (Jones and Lockwood, 2004).    
4. Task Management  
Task management is key in any organization. I learnt to prioritize assignments and work efficiently always. I often had to balance beverage preparation, guest service, and inventory management during busy hours. This experience made me realize the need to organize and manage my time effectively, which is crucial for maintaining service standards (Davis et al., 2018).  
Ultimately, the work-based skills and technical knowledge I gained during my placement at Belvilla hotel are valuable. These skills do not only improve my performance but also contributed to the overall performance success of the F&B department.
Reflection on Organizational Issues
Organizational issues are almost inevitable everywhere and during my placement at Belvilla Crewe City Centre Hotel, I discovered staff shortages in the Food and Beverage department. This issue had a significant impact on the department’s operations.  
Impact of the Issue  
 Insufficient staffing led to increased workload for existing employees, resulting in delays in service and declined guest satisfaction. A typical scenario is during peak hours, the limited number of staff made it challenging to manage tasks simultaneously. This often led to longer waiting times for guests. As a result of this, the quality of service offered was affected, as employees were unable to dedicate sufficient time to each guest (Mullins and Dossor, 2013).  
Proposed Solutions  
I propose the following solutions to tackle this challenge: 
1. Improving Recruitment Process  
 The management could implement more effective hiring strategies to attract and retain F&B staff. A perfect example is offering competitive wages, flexible working hours, and employee benefits. This will make the hotel attract more qualified staff. As an extra, partnership with local hospitality schools to recruit students for part-time or seasonal roles could be effective (Herzberg et al., 1959).   
2. Cross-Training Employees
Cross-training team members from other departments, such as housekeeping or front desk, could help alleviate the workload. Front desk staff could assist with taking orders or serving beverages, while housekeeping staff could help with table setup and cleaning. This approach would not only improve operational efficiency but also enhance team collaboration (Brotherton, 2003).  
3. Implementing a Staff Scheduling System  
An automated scheduling system could optimize workforce management by ensuring proper staffing during peak operational hours. This system will use historical data to predict busy periods and allocate staff shift fairly (Walker, 2016). 
The suggested solutions align with Herzberg’s Two-Factor Theory, which emphasizes the importance of motivators and hygiene factors in employee satisfaction (Herzberg et al., 1959). By addressing these factors, the hotel can improve staff retention and reduce turnover.  
Conclusively, addressing the issue of staff shortages requires a combination of strategic planning, employee engagement, and operational improvements. Implementing these solutions will enhance the department’s performance – and also improve guest satisfaction and overall service standards.  
Conclusion and Action Plan
My placement at Belvilla has been an invaluable eye-opening experience, which provided me with an in-depth understanding of various sections of the Food and Beverage department. Shadowing a supervisory role allowed me to develop key skills such as communication, ability to work with a team, and task management. Reflecting on the organizational issue of staff shortages indicate the importance of strategic planning and employee engagement in maintaining high service standards.
At the end of my placement, I plan to pursue further training in leadership and conflict resolution to further develop my supervisory skills as well as keep an eye out for opportunities to gain more experience in F&B managerial roles to develop my expertise.
The entire duration of this placement has reaffirmed my passion for the hospitality sector and motivated me to take up a career aimed at providing outstanding guest experiences and operational excellence.
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