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Executive Summary 
The following reflective report has been discussed with the help of Kolb’s Learning cycle. Personal experience while functioning in Delta Hotels Marriot, Swansea has been elaborated through the stages of the reflective model. Further, the experience of shadowing an F&B manager of the hotel has also been illustrated which has helped to evaluate the importance of communication, task management, teamwork, and technical skills. The organisational issues related to miscommunication and ineffective teamwork have also been illustrated in the study and then aligned with Magic Bullet and Belbin’s team role theories. Further, the overall experience has been discussed followed by a SMART action plan to overcome the issues in the future and become successful. 
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[bookmark: _Toc178854155]Introduction 
According to Vince (2022) Kolb’s learning cycle is related to holistic assessment which is not a linear process with four stages describing how individual experiences affect the learning process. The food and beverage operations at Delta Hotels Marriot, Swansea are certified in food waste as the company has been recognised widely for its commitment to responsible and sustainable food management (Delta Hotels, 2024). The hotel also offers a range of zero-waste recipes. For the food and beverage operations, Delta Hotels has been recognised with a gold award for its exquisite services (LinkedIn, 2024). 
Objectives 
· To gain a comprehensive understanding of the supervisory role in Food and Beverage. 
· To enhance knowledge of key areas such as communication, teamwork, task management, personal skills, and guest service within the department. 
· To develop practical skills in menu planning, staff scheduling, inventory management, and guest service. 
· To identify and analyse organisational issues within the department. 
· To propose practical solutions to address identified issues. 


[bookmark: _Toc178854156]Section 1: Reflection on Experience and Personal Development
Concrete Experience (CE)
My experience shadowing a supervisory position in the Food and Beverage department at Delta Hotels Marriot, Swansea, UK, was invaluable. Observing the roles and responsibilities of F&B’s manager and his interaction with the management, staff, and guests helped me to immerse myself in the day-to-day operations. With the help of this exposure to food and beverage, I was enriched with the challenges and opportunities. The experience also helped me to gain a deeper understanding of managerial roles that will help me in the future to juggle multiple tasks. In my placement, I saw how the F&B manager managed staff schedules, resolved guest complaints, ensured food quality, and maintained a clean and welcoming environment. Other than these my past experience and academic journey helped me to realise the importance of strong communication, teamwork, emotional intelligence, and organisational skills including guest services and task management. Abdikarimova, Tashieva and Abdullaeva (2021) said good communication skills are a source of self-confidence as they help to organise, conceptualise, and present arguments or opinions. I realised that gaining proficiency in these skills would help me to ensure smoother operations, collaborate with my team effectively, and delegate tasks. 
Moreover, I gained insights into the technical knowledge required to maintain high guest service standards. The demand for technical skills is increasing as practical skills that help to make critical decisions and strategic planning (Marr, 2022). I realised alongside other work-based skills, technical knowledge will help me in inventory management, ensure a higher service level, troubleshoot issues immediately, and maintain compliance with safety and health regulations. 
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Reflective Observation (RO)
During my shadowing experience, I observed the critical role of work-based skills and technical knowledge in ensuring high guest service standards. The shadowing experience helped me realise the importance of effective communication as it helps to respond promptly. Sumaiya et al. (2022) mentioned good communication is a natural propensity as it helps to find motivations and feelings rather than just passing information. I witnessed how possessing the skill helped my supervisor meet guest needs by carefully stating the available options when inquired. However, a guest once complained about a wrong order which reflected the miscommunication and absence of collaboration among kitchen staff and servers. Such a situation highlighted teamwork's importance in offering high-quality and consistent guest service. In a professional setting, good teamwork skills help to collaborate and share ideas demonstrating a shared commitment towards work (Main, 2024). I even noticed that some staff often felt a bit distressed which degraded the quality of guest service being offered. This at times led to chaos and conflict reflecting the necessity of emotional intelligence. Emotional intelligence helps in stronger relationships and more successful outcomes while recognising the emotions of others (Main, 2024). Further, shadowing the experience also enriched me with the essence of technical skills which will help me in the future profession to meet guest service standards by managing resources and enhancing operational efficiency. Digital literacy is a vital skill that helps to keep abreast of new technologies and manage apps, devices, and software confidently in the digital world (Marr, 2022). This will help me to ensure that the operation is running smoothly. 
[bookmark: _Toc178854158]Section 3: Reflection on Organisational Issues 
 Abstract Conceptualism (AC)
Working at Delta Hotels Marriot Swansea has been thrilling as I felt a mix of excitement, nervousness, and a sense of responsibility. I was eager to learn and contribute to the department's success. The experience has helped me to acquire invaluable knowledge and competency in the F&B department. Shadowing my supervisor has also made me aware of the complexities and pressure to perform well in the department. Ineffective teamwork and miscommunication were a major issue that I had noticed in the department which led to the faulty order delivery for which the guest had complained. As per Kumar (2021) the Magic Bullet theory proposes that mass communication is capable of changing people’s beliefs and opinions. In this context, based on the theory, the training programs in the department might have focused on the essence of effective communication through clear and compelling messages as it might have influenced staff behaviours and attitudes positively. Belbin’s theory outlines the nine team roles necessary to drive team progress successfully (Belbin, 2024). The team members at the F&B department must have been trained to realise these team roles to improve collaboration for better teamwork for swift and timely operations. 
This organisational issue also led to increased costs due to remakes, and damage to the department's reputation through decreased customer satisfaction and negative impression. Furthermore, it also negatively job satisfaction and employee morale causing a stressful environment. To prevent the occurrence of similar issues in the future, the department can focus on clear communication channels, regular feedback sessions, and encouraging team-building activities. The F&D department can also arrange for workshops and or arrange for some teambuilding activities where the members can participate to bolster their skills and competencies or even address knowledge gaps. This will thus help the department to enhance guest satisfaction and create a more positive work environment.
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 Active Experimentation (AE)
For success in the industry, the shadowing experience has provided invaluable insights into the essential work-based skills, technical knowledge, and understanding of guest service standards required. The experience has also helped me to make remarkable progress as I have gained a deeper appreciation for the skills. On the other hand, the experience has also been beneficial as it contributed to the development of personal and vocational competencies. Both personal and vocational development performed an invaluable role as they helped to reinforce my passion my solidify my career aspirations in the industry. Moreover, it also helped me to identify the skill gaps so that I am empowered to cater to the various demands in the sector. 
I am confident that considering the following steps will help me to continue to develop my skills and knowledge and achieve my career goals within the food and beverage industry.
	Specific 
	Measurable 
	Attainable 
	Relevant
	Time Bound 

	To strengthen communication skills
	Tracking the number of constructive conversations held per week
	Attending a public speaking workshop or online course
	It helps in ineffective guest interactions to resolve issues and optimise customer loyalty
	2 months 

	To bolster teamwork ability 
	Measuring the number of successful team projects completed
	Participating in team-building activities or workshops
	Helps in improved guest experience through a collaborative effort
	3 months 

	To gain competency in guest service in the F&B industry 
	Tracking customer satisfaction ratings and feedback
	Attending industry conferences or webinars
	This leads to enhanced customer satisfaction and business reputation.
	4 months 

	To enhance emotional intelligence 
	Tracking progress in managing emotions and responding effectively to challenging situations

	Practising mindfulness and attending emotional intelligence workshops
	Helps to improve leadership capabilities, conflict resolution, and relationship building.
	2 months 


Table 1: SMART Plan
(Source: Created by the learner)




[bookmark: _Toc178854160]References 
Adeani, I.S., Febriani, R.B. and Syafryadin, S. (2020) Using GIBBS’reflective cycle in making reflections of literary analysis. Indonesian EFL Journal, 6(2), pp.139-148.
Belbin (2024) The Nine Belbin Team Roles. Available at: https://www.belbin.com/about/belbin-team-roles (Accessed: 3 October 2024). 
Delta Hotels (2024) Enjoy Food and Drinks Offered at Delta Hotels Swansea. Available at: https://www.marriott.com/en-us/hotels/cwlsd-delta-hotels-swansea/dining/ (Accessed: 1 October 2024). 
Kumar, D. (2021) Mass media and communications: Theory and practice. KK Publications.
LinkedIn (2024) Delta Hotels by Marriott Swansea. Available at: https://www.linkedin.com/posts/swansea-marriott-hotel_deltahotelsbymarriottswansea-marriott-activity-7213896270975770624-wZg5/ (Accessed: 1 October 2024). 
Main, K. (2024) 11 Essential Soft Skills In 2024 (With Examples). Available at: https://www.forbes.com/advisor/in/business/soft-skills-examples/ (Accessed: 3 October 2024). 
Marr, B. (2022) The 20 Most Important Skills Everyone Needs To Succeed In A Digital World. Available at: https://www.forbes.com/sites/bernardmarr/2022/07/18/the-20-most-important-skills-everyone-needs-to-succeed-in-a-digital-world/ (Accessed: 3 October 2024). 
Marr, B. (2022) The Most In-Demand Technical Skills – And How To Develop Them. Available at: https://www.forbes.com/sites/bernardmarr/2022/08/03/the-most-in-demand-technical-skills--and-how-to-develop-them/ (Accessed: 3 October 2024). 
Sumaiya, B., Srivastava, S., Jain, V. and Prakash, V. (2022) The role of effective communication skills in professional life. World Journal of English Language, 12(3), pp.134-140.
Vince, R. (2022) Reflections on “behind and beyond Kolb’s learning cycle”. Journal of Management Education, 46(6), pp.983-989.

9

