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The Sunday Winchester Wessex Hotel, which was previously known as Mercure Wessex, is a historic hotel with 94 rooms next to Winchester Cathedral. The hotel’s F&B includes a restaurant with a seasonal menu, a lounge bar serving local drinks and banqueting/event spaces for up to 120 guests. I took part in daily activities at these outlets to observe and help out during my placement. I aimed to (1) become skilled at assigning tasks and coordinating staff, (2) improve how I interact with guests using feedback, and (3) learn about managing inventory and following HACCP standards.
[bookmark: _Toc199947464]Section 1: Role Reflection Using Gibbs’ Reflective Cycle
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Figure 1: Gibbs’ Reflective Cycle (Gibbs, 1988)
Description:
While at the Sunday Winchester Wessex Hotel, I was a Food and Beverage Assistant and also shadowed supervisors. I was responsible for opening and closing the restaurant, preparing the bar, joining daily staff meetings, serving tables, responding to guests and sometimes assigning tasks to junior staff when the restaurant was very busy. I was also involved in banqueting by arranging table seating, confirming dietary needs and working with the kitchen team. Having so many duties allowed me to see how both the front and back of the house worked together, which is essential for managing a hospitality business in real time.
Feelings:
I was both eager and a bit anxious at the beginning. Even though I had experience with Level 4 F&B operations, the increased expectations and higher guest numbers at a branded hotel made me feel anxious about my performance. I felt moderately confident, but I was excited to show what I could do and was unsure about leading teams or dealing with demanding guests. As I got used to the job, I became more confident in handling service standards during the busiest times, such as breakfast and dinner. I started to feel good about remaining calm and collected when things got stressful.
Evaluation:
There were many positive things about the experience. My manager praised me for being professional, always on time and working well with others. I used the techniques I learned in Level 4 to upsell premium wines, which increased our revenue. I also learned how to use the POS system well and worked smoothly with the kitchen staff. At times, language barriers with international staff made it difficult for everyone to communicate, and when the restaurant was busy, I struggled to give directions and handle multiple tasks. Not knowing much about the products at first made me feel less confident when answering guests’ questions.
Analysis:
This matches the Situational Leadership Theory by Hersey and Blanchard which suggests that good supervision should fit the abilities and dedication of the team (Thompson and Vecchio, 2009). I noticed that my supervisor would either guide or support the staff, depending on what was being done and how confident they were. Mehrabian’s theory was also useful—how we looked at guests and how we stood affected both their satisfaction and how well the team worked together (Andrade et al., 2021). I was good at talking with others, being punctual and adjusting to new situations. Still, some weaknesses were seen in their slow choices during stressful situations and their lack of assertiveness when leading. This is in line with Ladkin and Weber (2011) findings, as they point out that many hospitality professionals in the early stages of their careers lack confidence in leadership and need help to develop decision-making skills.
Conclusion:
Being in this position helped me learn more about supervising, communicating and handling pressure. I discovered that leading others is not only about assigning tasks; it also involves being emotionally aware and clear-headed in tough situations. I could have improved my skills in dealing with guest complaints and been more confident in team meetings.
Action Plan:
To address identified gaps, I will:
· Enrol in a leadership and emotional intelligence workshop
· Study the hotel’s product and wine menus weekly
· Complete a Level 2 Food Safety certification
· Use a daily planner to develop multitasking strategies and manage priorities efficiently
[bookmark: _Toc199947465]Section 2: Development Journey
I have grown a lot in both my career and personal life since my time at the Sunday Winchester Wessex Hotel compared to my Level 4 experience. I was placed at a small, independent inn in the countryside, where there were not many staff and the service was informal. Most of my work was reactive and I mainly focused on basic table service. Meanwhile, the Sunday Winchester Wessex Hotel follows a formal system with set service rules, teams that work together and a larger number of guests. Working at the Wessex Hotel allowed me to learn more about supervising, teamwork between departments and managing guests’ experiences. I have become much more confident in handling stressful situations, especially at big banqueting events, which I did not experience at Level 4.
The information from the Level 4 Food and Beverage Operations module gave me a strong theoretical background. In particular, the exercises on service sequence and menu design taught me about mise-en-place, how to serve courses and upselling, which I used during dinner service. Jones and Lockwood (2008) found that experiential learning is best supported by theory, and I agree because I found that theory became clearer as I practised. I was able to evaluate the hotel’s sustainability efforts after studying the Level 5 Sustainable Hospitality and Tourism Management module. The hotel is aware of some issues, such as using less plastic and digital menus, but it does not have a complete CSR strategy (Matteucci, 2020). The Wessex Hotel, unlike the eco-hotel I studied before, could gain from using local products and reducing waste. Bohdanowicz et al. (2011) state that sustainable actions save money and improve a brand’s image, which is why I now pay more attention to these factors when reviewing hotel performance. In sum, I now see F&B as an important part of hospitality management, rather than just a service to be delivered.
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Area of Focus: Enhancing Breakfast Service Efficiency
The Sunday Winchester Wessex Hotel needs to improve how quickly and consistently breakfast is served. I noticed that guests were often unhappy because they had to wait a long time, their coffee was not refilled promptly, and the tables were not cleared regularly. Both permanent and seasonal staff mentioned that they were confused about their roles and the order of service during the breakfast shift when the number of guests exceeded 80. This is in line with what supervisors said about the lack of training and coordination. Parasuraman et al.’s (1988) SERVQUAL model found that reliability, responsiveness and assurance were noticeably affected during the busiest breakfast hours (Ertuna et al., 2019). Such service failures can reduce guest satisfaction, lower staff morale and disrupt how the business operates. Bailey and Ball (2006) found that if frontline service bottlenecks are not resolved, it can negatively affect both the service perception and the brand image.
Action Plan Improvement Strategies:
1. Quick Induction Module: Introduce a 30-minute breakfast-specific induction for all new hires, focusing on menu familiarity, station responsibilities, and basic guest interaction protocols.
2. Visual SOP for Breakfast Setup: Develop a laminated SOP guide with step-by-step visuals for buffet setup, side station arrangement, and table resetting, ensuring clarity and standardization (Johnston et al., 2012).
3. Daily Briefing with Feedback Loop: Implement a 10-minute morning briefing to assign roles, review special guest requests, and gather feedback from the previous day to enable continuous improvement.
Following these steps will lead to a clearer understanding, faster service and better teamwork. According to Yilmaz (2009), both service recovery and ongoing staff training are important for improving perceived service quality and operations. Improving the breakfast service can help the hotel satisfy guests and operate more efficiently during a key meal time.
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At the Sunday Winchester Wessex Hotel, I accomplished all three learning objectives: learning to supervise, interact with guests and understand how the F&B department is managed. I learned a lot about leadership, how to communicate and the challenges in operations. It made me feel more confident and professional. It has made me more determined to become a leader in the hospitality industry, focusing on food and beverage management.
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