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Introduction
The Food and Beverage (F&B) department at the Marriott Delta Hotel Bristol emphasises exceptional service, providing a variety of dining choices, including à la carte meals and event catering. I had my placement on Tuesdays and Wednesdays from 7 AM to 3 PM, where I observed a supervisory role, gaining firsthand insight into the pressures and complexities of kitchen management. This log highlights how this experience has enhanced my abilities and understanding, especially in areas like communication, collaboration, task organisation, and technical skills.

Goals for Learning:
· Grasp the processes involved in making decisions while overseeing kitchen operations.
· Enhance your ability to communicate and collaborate effectively in challenging situations.
· Acquire a thorough understanding of food safety protocols and quality standards.
· Expert effective organisation and optimal use of resources.
· Effectively manage and gain insights from feedback provided by guests.
Assess the influence of operational strategies on the overall satisfaction of guests.









Section 1: Reflection on Experience and Personal 

I have organised my reflection around Kolb’s Experiential Learning Cycle (Kolb, 1984), focussing on the stages of Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation.
Concrete Experience
During a hectic Tuesday breakfast service, I witnessed a tough situation when multiple orders arrived at once. The kitchen team encountered significant stress, and I observed how the leader managed this challenging scenario. They quickly reorganised responsibilities and kept open lines of communication with the waitstaff, reducing delays and avoiding mistakes. Seeing this highlighted how crucial it is to maintain calmness and guide others effectively in challenging situations.

Reflective Observation
 Observing the supervisor’s composed and efficient reaction, I recognised the importance of emotional awareness in guiding a group. Goleman (1998) suggests that emotional intelligence, including self-regulation and empathy, is crucial in demanding situations. The supervisor’s ability to motivate and guide the group highlighted the considerable influence of leadership on both performance and morale. This insight prompted me to reflect on my emotional reactions and opportunities for improvement when faced with stress.

Abstract Conceptualisation
 This experience offered a firsthand grasp of leadership and crisis management theories. Yukl (2013) suggests that successful leaders are flexible, convey their messages effectively, and foster a supportive atmosphere within their teams. Furthermore, the transformational leadership model proposed by Bass and Avolio (1994), highlighting motivation and support, was clearly reflected in the supervisor’s approach. This theory became important as I observed how encouraging the group and offering clear guidance enhanced our overall performance.



Active Experimentation
Building on what I learnt, I stepped up to lead a smaller breakfast shift the next Wednesday. By keeping communication open and proactively assigning tasks, I effectively managed the service without significant problems. This practical experience highlighted the importance of being initiative-taking and adaptable, essential skills I will bring into my future endeavours.

























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

Collaboration and Interaction
 Strong collaboration and interaction are essential in a dynamic kitchen environment. For one Wednesday service, a mix-up between the kitchen and the front-of-house team led to some duplicate orders. The supervisor promptly stepped in, bringing the team together to fix the mistake and clarify roles. This experience highlighted the importance of clear and prompt communication. Salas et al. (2008) highlight the importance of collaboration and coordination in fast-paced settings, as they minimise mistakes and improve overall effectiveness.

Technical Knowledge
 I had the opportunity to apply my understanding of food safety protocols, such as HACCP. One morning, while checking the fridge temperatures, I noticed that the readings were not within the safe range. Reporting this right away to the supervisor, who acted, emphasised the need for attentiveness and following safety rules. Sprenger (2017) emphasises that upholding strict safety standards is essential to prevent health hazards and safeguard a hotel's reputation.

Task Management
Managing tasks effectively is essential during hectic meal services. On a Tuesday, I had the task of preparing breakfast items for a conference. The supervisor guided me on how to prioritise tasks according to urgency and available resources, helping to avoid delays. This firsthand experience connected with Mintzberg’s (1973) framework on managerial roles, highlighting the significance of effective planning and coordination.

Guest Service
Providing exceptional service is essential in the hospitality industry. On a Wednesday, I observed how the supervisor addressed a guest's concern regarding a late breakfast order. He paid close attention, expressed regret, and provided a free meal, transforming an unfavourable situation into a beneficial experience. This method reflected the SERVQUAL model by Parasuraman et al. (1988), highlighting service recovery to surpass guest expectations.



Section 3: Reflection on Organisational Issues

Challenge Faced: Insufficient Staff During Busy Times
A common issue was having too few staff during busy breakfast hours, resulting in slower service and overwhelmed team members. On a Wednesday, there were just three chefs ready for a completely booked breakfast service. The lack of resources heightened the demands on the team, leading to errors and a decline in motivation.

Impact on Operations
The lack of sufficient staff affected the well-being of employees and the satisfaction of guests. Herzberg’s (1966) motivation-hygiene theory highlights that heavy workloads and insufficient staffing are significant contributors to job dissatisfaction. Furthermore, the heightened stress and exhaustion among team members resulted in decreased efficiency and occasional mistakes, which had a direct impact on the experience of guests.

Proposed Solutions
Introducing cross-training programs could serve as a beneficial approach. Training staff from various departments to help in the kitchen during busy periods would enhance operational flexibility. Barney’s (1991) resource-based view backs this approach, highlighting the importance of effectively leveraging human resources for strategic benefits. Additionally, implementing a predictive scheduling system might enhance the accuracy of forecasting busy times and guarantee effective staffing levels. Providing incentives for flexible working hours, as proposed by Vroom’s (1964) expectancy theory, might enhance motivation and lead to better staffing levels.

Resolution and Recommendations
While the hotel brought in temporary staff during peak times, a more effective strategy would involve a long-term commitment to training and advanced scheduling technology. This approach would improve both employee morale and the quality of service provided to guests.


Conclusion and Action Plan
My time at the Marriott Delta Hotel Bristol has been a transformative experience, enhancing my communication, leadership, and technical skills. The obstacles I encountered, including crisis management and upholding food safety standards, offered practical applications of theoretical knowledge and enhanced my comprehension of the F&B industry.

Action Plan
· Sign up for workshops focused on leadership and crisis management to boost my abilities.
· Use mindfulness strategies to stay composed and attentive during challenging circumstances.
· Keep enhancing my technical skills, particularly in F&B software and guest service tools, to boost efficiency and improve service quality.
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