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Section 1: Reflection on Experience and Personal Development

During my time at Delta Hotel by Marriott Windsor Ditton Road Langley, exploring the Food and Beverage (F&B) department became a hands-on journey, guided by learning objectives that resembled stepping stones in my development. This experience unfolded in a cycle of observing, thinking, learning, and trying things out, mirroring Kolb's Experiential Learning Cycle (Kolb, 1984).

Reflecting on shadowing a supervisory role using Gibbs' Reflective Cycle (Gibbs, 1988), the process felt like taking steps—describing what happened, sharing my feelings, thinking about it, analysing, making conclusions, and planning for action. This approach helped me grasp the importance of skills like teamwork and communication in the hospitality industry. Each step in this reflective journey was a piece in understanding the bigger picture of my experience.

In simpler terms, my personal and work development became pivotal. Going through experiences, reflecting on them, and taking actions felt like a loop, (Moon, 1999), similar to ERA cycles (ERA Experience Reflection Action, n.d.).  The F&B operation at Delta Hotel encompasses a diverse range of tasks, from table setting and event preparation to customer service and seamless coordination between front and back-of-house teams. Under the guidance of experienced professionals like Xenon, Michelle, Michael, Rajan, and others, I delved into the dynamic and multifaceted nature of the department.

The learning objectives for my placement within the F&B department at Delta Hotel were explicitly outlined to ensure a well-rounded understanding of the industry. These objectives focused on hands-on experiences such as table setting, event coordination, customer interaction, and exposure to the operational intricacies of the department. Emphasis was placed on developing technical skills, effective communication, teamwork, task management, and personalized guest services.

Through my experience at Delta Hotel, I recognized that achieving excellence in F&B operations requires a harmonious blend of technical proficiency and soft skills. The hotel's commitment to delivering exceptional guest services became evident as I observed and actively participated in various facets of the F&B department (School Use Reflection Models, n.d.).

In summary, Delta Hotel by Marriott Windsor Ditton Road Langley's F&B operation is a dynamic environment, the experience highlighted the importance of both technical skills and interpersonal qualities in meeting and surpassing the high standards set for guest services within the F&B department.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

The shadowing experience within the Food and Beverage (F&B) department at Delta Hotel by Marriott Windsor Ditton Road Langley has provided invaluable insights into the crucial intersection of work-based skills and technical knowledge necessary to meet and exceed guest service standards (Marriot International, n.d.).

Work-based skills, including effective communication, teamwork, and task management, emerged as foundational elements during my time in the F&B department. The ability to communicate seamlessly with team members, supervisors, and guests is essential for ensuring smooth operations. For instance, during the event setup, I observed how clear communication between the F&B team and the technician was imperative in orchestrating the setup of displays and sound systems, contributing directly to the overall guest experience.

Teamwork was evident in various tasks, such as table setting and event coordination. Working collaboratively with colleagues like Michael, Rajan, and others underscored the significance of a well-coordinated team in delivering prompt and efficient services. Task management, another critical work-based skill, became evident when assisting in the preparation for an event. Coordinating various tasks, from setting tables to checking room temperatures, showcased the importance of efficient task distribution for optimal guest service.

Technical knowledge, particularly in the use of the Electronic Point of Sale (EPOS) system and Opera system, played a pivotal role in the operational efficiency of the F&B department. Observing Rajan using the EPOS system for payment processing highlighted the importance of technical proficiency in ensuring accurate and swift transactions, contributing to a positive guest experience. Furthermore, my exposure to the Opera system during the housekeeping segment elucidated how technical knowledge facilitates the seamless management of guest room status, maintenance needs, and overall cleanliness.

In conclusion, the critical analysis of work-based skills and technical knowledge gleaned from the shadowing experience at Delta Hotel underscores their paramount importance in meeting guest service standards. Effective communication, teamwork, and task management, coupled with technical proficiency in systems like EPOS and Opera, are integral components that contribute synergistically to the delivery of exceptional guest services within the F&B department (Hayes & Miller, 2011).

Section 3: Reflection on Organisational Issues

Throughout my placement at Delta Hotel by Marriott Windsor Ditton Road Langley, the overall experience within the Food and Beverage (F&B) department was enriching, yet an organizational issue surfaced that had discernible impacts on departmental performance, guest service, and overall operations.

One prominent issue encountered was related to the coordination between the front and back-of-house teams during event preparations. The lack of seamless communication and collaboration between these two crucial segments posed challenges in ensuring the timely and precise setup for events. This issue, at times, led to instances where last-minute adjustments were required, impacting the department's efficiency, and potentially compromising the quality of guest service.

The outcomes of this organizational issue extended beyond mere operational inefficiencies (Hennessey, 2012). It directly affected the guest service standards, as delays and adjustments could result in a less-than-optimal experience for attendees. Additionally, the overall operations of the F&B department were affected by the need for on-the-spot problem-solving, diverting resources from other essential tasks.

To address this issue, practical considerations involve implementing enhanced communication protocols and cross-training programs. Clear communication channels, regular briefings, and joint training sessions for both front and back-of-house staff can foster a more cohesive working environment. The use of relevant theories, such as Tuckman's stages of group development, can inform the development of a more synchronized team dynamic, enhancing communication and collaboration.

Furthermore, incorporating technology solutions, like real-time event management software, could streamline communication and coordination efforts. By adopting such innovations, the F&B department can mitigate organizational challenges and enhance overall efficiency.

In conclusion, reflecting on the encountered organizational issue underscores the need for a proactive approach in addressing challenges within the F&B department. Practical solutions, grounded in effective communication strategies and relevant theories, can pave the way for improved collaboration, smoother operations, and ultimately elevate the guest service standards within the department.

Section 4: Future Action Plan

The experience gained during my placement in the Food and Beverage (F&B) department at Delta Hotel by Marriott Windsor Ditton Road Langley has provided valuable insights into areas for improvement in work-based skills and technical knowledge. To leverage this experience for future professional growth within the industry, a comprehensive action plan is essential.

1. Enhancing Communication Skills:
· Participate in communication workshops or training sessions to improve verbal and written communication skills.
· Actively seek feedback from supervisors and colleagues to identify areas for improvement.
· Practice clear and concise communication in daily interactions, emphasizing effective listening and articulation (Front Office Procedures, n.d.).

2. Strengthening Teamwork:
· Engage in team-building exercises to foster better collaboration and understanding among team members.
· Volunteer for collaborative projects within the department to enhance teamwork and coordination.
· Establish regular team meetings to discuss challenges, share insights, and collectively problem-solve.

3. Improving Task Management:
· Attend workshops or courses on effective task management and time allocation.
· Implement the use of task management tools to organize and prioritize daily responsibilities.
· Set realistic goals and deadlines, regularly reviewing progress to ensure tasks are completed efficiently.

4. Developing Personal Skills:
· Seek mentorship opportunities within the organization to receive personalized guidance and advice.
· Engage in self-reflection exercises to identify personal strengths and areas for further development.
· Attend relevant personal development workshops to enhance interpersonal and leadership skills (Communication Skills for Hotel Managers, n.d.).

5. Elevating Guest Services:
· Participate in customer service training programs to understand and implement best practices.
· Solicit guest feedback and reviews to gain insights into areas for improvement.
· Regularly update knowledge on industry trends and customer expectations to provide a superior guest experience (Team Dynamics in the Hospitality Industry, n.d.).

Aligning with personal and vocational development goals, this action plan aims to create a continuous learning environment. By actively addressing areas for improvement in work-based skills and technical knowledge, I aspire to contribute positively to the F&B department's success and position myself for continued professional growth within the hospitality industry.

In conclusion, the shadowing experience has been instrumental in shaping my perspective on the hospitality industry. The amalgamation of work-based skills, technical knowledge, and a heightened understanding of guest service standards positions me for success in the dynamic realm of food and beverage. This journey not only solidifies my foundation in the industry but also fuels aspirations for continuous growth and excellence in my future career endeavours.
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