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Basic Acknowledgement format of AI tool use
I acknowledge the use of [Grammarly] [(https://app.grammarly.com/)] on [06/07/2026] to [ 05/08/2026]. 
I used the prompt(s): 
   1. [Check my Grammar]
   2. [Find better words]
   3. [Prompt]
 I confirm that I have not presented any AI generated text as my own work. I confirm I have   copies of my drafts, notes, and other resources I used before, and after the use of AI tools which  I may be asked to provide in evidence.






Introduction
This reflection critically examines a significant experience from my role as a Banquet supervisor within the hospitality sector. The purpose of this reflection is to evaluate how a challenging event contributed to my professional development by applying Gibbs’ Reflective Cycle (Gibbs, 1988). During a large corporate catering event, I was responsible for coordinating food service during a period of unexpected operational disruption. The experience required effective communication, teamwork, problem-solving, and customer service skills under pressure. By reflecting on this situation, I aim to identify the strengths and weaknesses of my performance, analyse the factors that influenced the outcome, and determine how the lessons learned can improve my future effectiveness within the hospitality industry. The reflection also draws on relevant theories of experiential learning, teamwork, and service quality to support a deeper understanding of the event.

















Part 1: Reflective writing

Professional Resposibility

Description
During my employment as a Banquet supervisor, I worked at a corporate conference attended by approximately 200 guests. The event included breakfast, lunch, and refreshment breaks throughout the day. My responsibilities involved setting up buffet stations, replenishing food items, assisting guests, and ensuring that service ran smoothly.
Shortly before the lunch service began, the kitchen informed the catering team that a delivery containing several key menu items had been delayed due to traffic congestion. As a result, the planned buffet could not be presented in full at the scheduled time. The event manager asked the catering team to adapt the service quickly while maintaining guest satisfaction.
My role became more demanding because I was assigned to communicate with guests, explain the delay politely, and assist in reorganising the buffet layout with the available dishes. I also coordinated with colleagues to prioritise the preparation of alternative menu options and ensure that guests with specific dietary requirements were served first.
Although the disruption lasted approximately 30 minutes, the catering team managed to continue service without cancelling the lunch. The event was ultimately completed successfully, and most guests remained satisfied despite the unexpected delay.
Feelings
When I first learned about the delayed delivery, I felt anxious and concerned that guests would become frustrated. I worried that the catering team might be blamed for poor organisation even though the delay was beyond our control. The pressure increased when several guests began asking why the buffet was not fully prepared.
During the situation, I focused on remaining calm and professional. I realised that guests were looking for reassurance, so I tried to communicate confidently even though I felt uncertain internally. I also felt a strong sense of responsibility because my interactions with guests could influence their overall impression of the event.
After the service was completed, I felt relieved and proud that the team had managed the disruption effectively. I was particularly satisfied that we maintained a positive attitude and worked collaboratively. However, I also reflected that I could have been better prepared to handle guest complaints and provide more detailed information about the revised service arrangements.
Evaluation

Positive aspects
· The catering team responded quickly to the unexpected problem.
· Communication among staff members was generally effective.
· Guests were informed politely and professionally.
· Alternative menu options were prepared promptly.
· Dietary requirements were prioritised appropriately.
· The event was completed without major complaints or service cancellation.
Negative aspects
· There was no clear contingency plan for delayed deliveries.
· Information from the kitchen was initially incomplete, which made it difficult to answer guests’ questions.
· Some buffet stations appeared disorganised during the first few minutes of the revised service.
· I lacked confidence when responding to particularly demanding guests.
· The team could have communicated the revised timeline more consistently.
Overall, the positive aspects outweighed the negative ones because guest satisfaction was largely maintained. Nevertheless, the experience revealed weaknesses in operational planning and communication that could have been improved.
Analysis
The situation developed primarily because of a supply chain disruption, which is a common operational risk within the hospitality industry. My duties as a catering services provider depend heavily on timely deliveries and coordination between suppliers, kitchen staff, and service teams (Wilson, 2020) When one part of the process fails, the impact can quickly affect customer experience.
Gibbs’ Reflective Cycle (1988) emphasises that learning occurs through systematic reflection on experience. By examining this event, I can understand not only what happened, but also why certain actions were effective. One important factor was teamwork. According to Tuckman’s Team Development Theory, effective teams progress through stages of development before reaching a high performing level (Tuckman and Jensen, 2010). Our catering team demonstrated characteristics of the performing stage because members cooperated, adapted roles, and focused on solving the problem rather than assigning blame. The concrete experience was the disrupted lunch service. Reflective observation occurred when I considered my reactions and the team’s performance and have recognised the importance of contingency planning and communication, and I can now apply these lessons in future events. Customer service theory is equally relevant. Service quality in hospitality is often evaluated through reliability, responsiveness, assurance, empathy, and tangibles, as identified in the SERVQUAL model (Parasuraman, Zeithaml and Berry, 1988). During the disruption, reliability was temporarily affected because the service was delayed. However, responsiveness and empathy became critical. By explaining the situation politely and prioritising guests with dietary needs, the team helped preserve customer trust. Another important concept is emotional labour, which refers to managing emotions to meet organisational expectations (Grandey and Gabriel, 2015). 
Although I felt stressed, I maintained a calm and friendly manner when interacting with guests. This demonstrated professionalism but also highlighted the emotional demands placed on frontline hospitality employees. From a management perspective, the absence of a contingency plan increased the pressure on staff. Effective event management requires risk assessment and alternative arrangements for potential disruptions. If backup menu items or emergency delivery procedures had been prepared in advance, the impact on service would have been reduced. This analysis shows that operational success in catering depends not only on individual performance but also on planning, coordination, and organisational systems.
Conclusion
This experience taught me several valuable lessons about working as banquet supervisor for the Hilton in collaboration with the hotel operations management team. First, I learned that unexpected problems are inevitable in hospitality operations, and professional staff must be able to adapt quickly. Second, effective communication is essential during service disruptions because guests are often more understanding when they receive clear and respectful information (Wilson, 2020) I also learned the importance of teamwork and flexibility. The successful outcome was achieved because colleagues supported one another and adjusted their responsibilities when circumstances changed. Furthermore, the experience increased my awareness of the emotional resilience required in customer-facing roles. Most importantly, I recognised that proactive planning is just as important as reactive problem solving. A well prepared contingency plan can reduce stress for staff and improve the guest experience during operational challenges. Reflecting on this situation has strengthened my confidence and contributed significantly to my professional development within the hospitality sector.
Action Plan
To apply this learning in future professional situations, I will take several specific actions:
· Improve communication skills by practising how to respond to customer complaints and service disruptions more confidently and clearly.
· Develop contingency awareness by reviewing event plans and identifying potential operational risks before service begins.
· Enhance teamwork by participating actively in pre-event briefings and ensuring that responsibilities are clearly understood.
· Strengthen customer service knowledge by studying service quality principles and applying them consistently during guest interactions.
· Build emotional resilience through reflection and stress-management techniques so that I can remain professional during high-pressure situations.
· Seek additional training in event operations and hospitality management to improve my understanding of large-scale catering coordination.
· By implementing these actions, I will be better prepared to manage future challenges, contribute more effectively to catering operations, and continue developing as a hospitality professional.
Conclusion
Reflecting on the disrupted corporate catering event has provided valuable insight into the practical realities of working as supervisor within the Hospitality industry. The experience demonstrated that successful hospitality operations require not only technical service skills but also adaptability, communication, teamwork, and emotional resilience. Although the delayed delivery created significant pressure, the collaborative efforts of the catering team enabled the event to continue with minimal impact on guest satisfaction.
The reflection has highlighted both strengths and areas for improvement in my professional practice. I recognised the importance of maintaining professionalism under pressure, responding empathetically to guests, and supporting colleagues during challenging situations. At the same time, the experience revealed the need for stronger contingency planning and greater confidence when handling customer concerns.
By analysing the event through Gibbs’ Reflective Cycle, and service quality theory, I gained a deeper understanding of how reflective practice can support continuous professional development. The lessons learned from this experience will influence my future approach to catering operations, enabling me to contribute more effectively to service quality, operational efficiency, and customer satisfaction within the hospitality industry (Wilson, 2020)
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Part 2: Professional Skills Self-Assessment
I am an experienced hospitality professional with several years of expertise in the food and beverage industry. After qualifying as a certified chef, I began my career with Hilton Hotels in the United States, where I developed strong skills in food preparation, hygiene, quality control, customer service, and teamwork. Through dedication and consistent performance, I progressed to Banquet Supervisor and later Banquet Manager.
My career has provided extensive experience in food and beverage operations, banquet and event management, guest relations, staff supervision, and leadership. I have successfully planned and coordinated weddings, conferences, corporate events, and private functions, ensuring high service standards, operational efficiency, and customer satisfaction.
Delivering exceptional guest experiences has always been a priority. I worked closely with clients to understand their requirements, manage special requests and dietary needs, and ensure every event met or exceeded expectations. Strong communication and teamwork enabled me to collaborate effectively with chefs, banquet staff, suppliers, event coordinators, and hotel management to deliver seamless events.
Working in a fast paced hospitality environment has strengthened my organisational, time management, and problem solving skills. I have managed multiple events simultaneously, coordinated staff schedules and logistics, and responded effectively to last-minute changes, staffing shortages, and guest requests while maintaining professionalism and service quality.
As Banquet Manager, I supervised and motivated staff, delegated responsibilities, monitored performance, and promoted a positive, team oriented workplace. My leadership style focuses on communication, accountability, and leading by example. Throughout my career 
at the Hilton, I have been recognised as a hardworking, dependable, and results driven professional committed to delivering outstanding hospitality services and maintaining the highest industry standards.
Part 3: Academic and Professional Development review
Overall Reflection Statement 
and reporting areas
My academic studies have significantly enhanced my understanding of professional practice in the Hospitality industry by linking theory with the practical experience I gained in hotel and banquet operations. Through my studies, I developed a stronger awareness of hospitality concepts such as service quality, customer satisfaction, operational planning, leadership, and team motivation. These theories helped me understand why effective procedures, clear communication, and consistent standards are essential to delivering successful guest experiences. Academic learning also strengthened my critical thinking and reflective skills. It encouraged me to evaluate situations more carefully, identify areas for improvement, and make informed decisions when managing events, staff, and guest expectations. This has improved my confidence in solving problems and adapting to changing operational demands.
Academic and Professional Context
My studies reinforced the importance of customer service and guest satisfaction, which are central to my professional practice. I now approach service delivery with a more strategic mindset, ensuring that guest needs, dietary requirements, and event details are managed proactively. In addition, academic work on leadership and teamwork has supported my ability to supervise staff, delegate responsibilities, and maintain positive working relationships across departments.
Action
Combining academic study with industry experience has helped me become a more effective and reflective hospitality professional. This balance between classroom learning and workplace practice has given me a broader perspective on industry standards and professional expectations. In the future, I would like to continue developing my knowledge in advanced event management, leadership, and operational strategy to further strengthen my contribution to the industry.
Part 4: Reflection on Professional Skills and Development

Introduction
Reflective practice is an essential aspect of professional development within the hospitality industry because it enables individuals to evaluate their experiences, identify strengths and weaknesses, and continuously improve their performance. As the hospitality sector is highly customer focused and constantly evolving, professionals must combine practical experience with academic knowledge to remain effective and competitive. This reflection evaluates my current professional practice by considering both my industry experience and the academic knowledge gained during my studies. It examines how these experiences have shaped my professional competence, confidence, and decision making abilities while identifying areas for future development. Finally, the reflection outlines practical actions that will support my continuous professional growth and prepare me for future leadership opportunities within the Hospitality sector.
Understanding My Current Professional Practice
My professional experience has enabled me to develop a broad range of technical, operational, and leadership skills within the hospitality industry. Beginning my career as a certified chef with Hilton Hotels in the United States allowed me to build a strong foundation in food preparation, food safety, hygiene standards, and quality control. As I progressed to Banquet Supervisor and later Banquet Manager, I gained valuable experience in event planning, staff supervision, customer service, and operational management.
One of my greatest strengths is my ability to organise and coordinate complex  hospitality operations while maintaining high standards of customer service. Managing weddings, conferences, corporate functions, and private events required careful planning, effective communication, and the ability to manage multiple priorities simultaneously. I developed strong problem solving skills by responding quickly to last minute schedule changes, staffing shortages, and unexpected guest requests while ensuring that service quality remained consistent.
Another important strength is leadership. Throughout my career, I have supervised teams of banquet staff, delegated responsibilities, monitored performance, and motivated employees to achieve organisational objectives. My leadership approach focuses on communication, teamwork, accountability, and leading by example. These qualities have contributed to creating a positive working environment and delivering successful events that exceeded guest expectations.
Despite these strengths, I recognise several areas for further development. As the hospitality industry becomes increasingly digital and data driven, I need to strengthen my knowledge of hospitality technology, revenue management systems, and data analysis to improve operational efficiency. Additionally, although I have extensive practical experience in leadership, I would benefit from developing more strategic management skills, particularly in financial planning, budgeting, and business decision making.
Academic learning has significantly enhanced my understanding of hospitality operations and  management. Studying hospitality theories has helped me understand the importance of service quality, customer satisfaction, employee motivation, and operational planning from a strategic perspective. Rather than relying solely on experience, I now understand the theoretical principles that explain why effective leadership, communication, and service management contribute to organisational success. This combination of theory and practice has strengthened my professional competence and broadened my understanding of industry best practices.
 Impact on Professional Development
My professional experience and academic studies have had a significant impact on my personal and professional development. Working in a demanding hospitality environment has strengthened my confidence in managing teams, solving operational problems, and making decisions under pressure. Every successful event has reinforced my ability to remain calm, organised, and customer focused even when faced with unexpected challenges.
One example that demonstrates my professional growth occurred during the management of multiple banquet events scheduled on the same day. The unexpected absence of several team members required immediate adjustments to staff allocation and event planning. By communicating clearly with employees, redistributing responsibilities, and maintaining close coordination with the kitchen and event coordinators, I ensured that each function was delivered successfully without compromising service quality. Experiences such as this have strengthened my confidence in leadership and reinforced the importance of adaptability within hospitality management.
My academic studies have complemented these practical experiences by encouraging me to think more critically about my management decisions. Modules covering leadership, customer satisfaction, operations management, and organisational behaviour helped me understand how effective planning and employee motivation contribute to improved organisational performance. For example, leadership theories emphasise that employee motivation and effective communication are essential for maintaining high service standards (Northouse, 2022). Reflecting on my own management style, I recognise that involving staff in decision-making and providing clear guidance has improved teamwork and employee commitment.
Similarly, service quality theories have reinforced my understanding that customer satisfaction depends not only on technical service delivery but also on guests' perceptions and expectations (Kotler, Bowen and Baloglu, 2022). Throughout my career, I have always prioritised guest satisfaction by responding promptly to customer requests and ensuring personalised service. Academic learning has enabled me to understand these practices within a broader strategic framework, helping me appreciate the long term importance of customer loyalty and organisational reputation.
The integration of theory and practice has improved my decision making abilities. Rather than relying solely on previous experience, I now evaluate situations more critically by considering operational efficiency, employee wellbeing, customer satisfaction, and organisational objectives simultaneously. This reflective approach has made me a more effective manager and has strengthened my professional identity as a hospitality leader committed to continuous improvement.



Action Steps for Future Growth
Although my professional experience has provided a strong foundation for my career, continuous learning remains essential within the hospitality industry. One important area for future development is strategic leadership. I plan to strengthen my knowledge of financial management, budgeting, revenue management, and business strategy to prepare for more senior management positions.
I also intend to improve my digital competence by gaining experience with modern hospitality management systems, event management software, and data analysis tools. As technology continues to transform hospitality operations, these skills will improve operational efficiency and support evidence based decision making.
Professional qualifications will also contribute to my long-term career development. I intend to participate in leadership development programmes, hospitality management training courses, and professional networking opportunities. These activities will expand my knowledge of industry trends while providing opportunities to learn from experienced hospitality professionals.
In addition, I plan to continue my academic development by completing further postgraduate study and engaging with current hospitality research. Continuing education will enable me to develop more advanced analytical, strategic, and leadership skills while enhancing my career prospects. Ultimately, my long-term goal is to progress into senior Hospitality Management or hotel operations leadership, where I can contribute to organisational success by combining operational expertise with strategic management capabilities.





Conclusion
This reflection has demonstrated how my professional experience and academic studies have complemented each other in developing my knowledge, skills, and professional competence within the hospitality industry. My experience has strengthened my leadership, communication, organisational, and customer service abilities, while academic learning has provided the theoretical understanding necessary to support effective decision making and continuous improvement. Although I have developed many valuable strengths, I recognise the importance of further developing my strategic management, financial, and digital skills to prepare for future leadership roles. Reflective practice will continue to play an important role in my professional development, enabling me to learn from experience, respond effectively to industry changes, and maintain high standards of hospitality management throughout my career.
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