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[bookmark: _Toc495858097][bookmark: _Toc1412204684][bookmark: _Toc835234240][bookmark: _Toc189772200]Introduction 
The report is on the Food and Beverage (F&B) department’s operations at Holiday Inn Sunderland. The author has taken placement to the hotel. This particular hotel operation is crucial for the success of the organisation because guests’ experiences significantly depend on the services of the F&B department (Huang and Baker, 2021). Holiday Inn Sunderland offers restaurant services, bar operations, room services, and catering services (IHG, 2024). The learning objectives for the placement are explained as follows:
· To develop a clear understanding of the supervisory role in the F&B department.
· To develop work-based skills and technical knowledge.
· To get exposure to the fast-paced hospitality industry.
· To achieve teamwork skills. 
[bookmark: _Toc1440995183][bookmark: _Toc229526493][bookmark: _Toc1152019628][bookmark: _Toc189772201]Section 1: Reflection on Experience and Personal Development
The reflection on my experience and personal development has been made by applying Kolb’s reflection model. The model has four stages for reflection (Morris, 2020). These stages are explained below:
• Concrete Experience: As I took the role in a supervisory position, I was exposed to various operational challenges and various responsibilities to lead the team. I had to work closely with the manager. I assisted in daily briefing, scheduling, maintaining health and safety standards in the F&B department, and handling guests’ complaints.
• Reflective Observation: My experience working in several areas put me in a challenging situation. I had to maintain a balance between the guests’ satisfaction and the operational efficiency of the hotel. The guests’ satisfaction can be achieved when the employees at the F&B department can meet guests’ expectations (Fallon and Rutherford, 2010). I observed that our manager played a crucial role in bridging the relationship between the frontline staff and the back office. Guests’ feedback and complaints must be considered to provide better services and enhance the brand's reputation (Davis et al., 2018). 
• Abstract Conceptualisation: In the hospitality industry, employees should have certain skills and knowledge to succeed such as time management, conflict resolution, and multitasking. Through my experiences at the department, I could achieve these work-based skills. In the F&B department, all employees must have an understanding of the menu, inventory management, and health and safety regulations. These are the technical knowledge that I did not have before the placement. The experiences of serving the guests have equipped me with technical knowledge. To maintain a good service quality, I must possess these key skills and knowledge. It will enhance my employability in the hospitality industry. Moreover, my theoretical knowledge from academic settings such as leadership theory, communication and guest experiences would be helpful in the workplace and future career. 
• Active Experimentation: The work-based skills and knowledge that I received from the placement can be utilised in other areas of the organisation. I can apply my teamwork skills, time-management skills, and adaptability skills to succeed in different customer service operations.
Previously, I did not have enough knowledge about the F&B department’s operations. The placement provided me the opportunity to develop leadership skills, adaptability skills, communication skills, and other employability skills. 
[bookmark: _Toc538091918][bookmark: _Toc1767117899][bookmark: _Toc1631394876][bookmark: _Toc189772202]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In the hospitality industry, guest services are an integral part of customer loyalty and satisfaction. Employees need work-based skills and technical knowledge to serve the guests appropriately to achieve their satisfaction (Huang and Baker, 2021). My shadowing experience at the F&B department at Holiday Inn Sunderland helped me gain many key skills and knowledge, particularly in maintaining the standards of the services. I have achieved communication skills, teamwork, problem-solving skills, and time management skills during my placement in the department. Communication is the key aspect in the service operations of F&B operations. I encountered several instances where guests were dissatisfied with some aspects of the hotel. I felt the need for an effective communication to handle the situation. All employees must work together to achieve the collective goals of the hotel (Fallon and Rutherford, 2010). To strengthen teamwork, I emphasised team collaboration and cross-functional activities among various departments. My supervisor used to brief us every day before we started our work. Clear instructions from the supervisor are crucial to enhance the team's performance in the hotel (Wu et al., 2021). The hotel’s work environment was very fast-paced meaning that we had little time at hand to spend on a particular task. I figured out time management skills to address the challenge. I applied prioritising the tasks based on their urgencies. It was very effective to reduce the guest wait times. During peak time, the number of orders gets higher. It becomes challenging to meet the demand (Davis et al., 2018). Teamwork and time management skills ensure that the guests get the desired services and the hotel can maintain its service standards. 
Technical knowledge is also important in the F&B department. The staff has different tasks to perform (Johnston et al., 2012). To accomplish their tasks, they need different technical knowledge. I gained menu knowledge and an understanding of the food safety protocols of the hotel. The F&B department offers a food and beverage menu to meet the expectations of the guests. As an employee in the department, I must know all the menu items so that I can respond to guest queries. For example, customers may have allergen issues with their food and some others may have different dietary preferences. Attention to their choices is crucial to achieving guests' satisfaction and their trust in the hotel’s operations (Cousins and Weekes, 2020). 
[bookmark: _Toc519421850][bookmark: _Toc731048435][bookmark: _Toc1996544322][bookmark: _Toc189772203]Section 3: Reflection on Organisational Issues
I have encountered several issues within the organisation, particularly in the F&B department. The hotel’s staff scheduling was ineffective during the peak hours. As a result, there was a limited number of employees and the workloads were intense on the existing employees (Xu et al., 2022). As a result, I experienced stress and anxiety to accomplish my tasks. The staff shortage also led to delays in service delivery. If there is a delay in service delivery, it can affect the quality of the services and negatively impact the guests’ perception (Davis et al., 2018). Moreover, an inadequate number of staff can disrupt the services and the overall operations of the F&B department. Operational inefficiency can be addressed and the issue can be overcome by undertaking the following solutions:
• The management may consider utilising the historical data of the hotel to analyse the key insights such as the peak hours and the days when the demand is higher than usual. By employing effective workforce management software, the department can provide an adequate number of employees for that particular period (Cousins and Weekes, 2020). 
• The employees at the F&B department have to perform several tasks. They should be provided with cross-training (De Bruyn and Chibili, 2019). It will enhance their skill set. If I get the training, I can perform multiple roles in the hotel. 
• Moreover, there should be open communication between the management and the staff because it would provide flexibility to the department. If there are any sudden changes in the schedule, the employees can immediately be informed (Cousins and Weekes, 2020). Therefore, there would be more efficiency in the service operations. 
[bookmark: _Toc495222234][bookmark: _Toc389422043][bookmark: _Toc656305929][bookmark: _Toc189772204]Conclusion 
I could successfully achieve key skills such as adaptability skills, teamwork, and technical knowledge to work in the F&B department. However, still there are many areas for improvement. I need more experience in the industry to gather industry insights and skills that are mostly valued in customer service operations. 
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I plan to undertake the following steps to improve my skills:
• I will participate in leadership and team-building workshops within a year because these workshops will enhance my leadership and teamwork skills. To manage the F&B department as a leader or supervisor, I must know how to direct people according to plan and handle situations during challenging times. 
• I will increase my knowledge by researching industry trends and innovation and participating in hospitality industry seminars. 
• I will also shadow other roles in the hospitality industry to enhance my multiple skills and experiences.
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