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INTRODUCTION INTO OPERATIONAL PLANNING IN F&B

The operational functions within the food and beverage department creates and delivers a service to the customers attending events at the Swansea arena, and this would be the reason for its existence (Slack and Brandon-Jones, 2019).  
The F&B department work closely with marketing on images and menu designs to cater to customer preferences at different events, displaying these designs online and in the Arena to meet customers' needs boosting customer satisfaction and enhancing revenue (Usheru, 2023). Investing in a venue management team (Arts Professional,2021) contributes to F&B through collaborative planning understanding their requirements for the event and integrating their services into the type of event being run (Moser, 2023). Venue management oversee changes in customer preference, supplier behaviour and networks, setting the direction for F&B through a collaborative approach (Dr Pandey, 2023). Negotiating supplier contracts and monitoring competitors so the F&B can adapt offerings, pricing strategies such price blending and maintaining a competitive edge (Lark, 2023). 
Operations management is how a business creates and delivers services and products to produce the highest level of efficiency possible within its organisation (Slack et al.,2019. P. 29). Overseeing the resources used in operations functions, like managing inventory effectively in F&B enhancing operational efficiency (2. Lark, 2023). 3 main roles of operations in F&B are: planning, implementing and supervising the production of the goods and services. Head of department plans menus, costs, who the suppliers are as well as staffing and then keeps track working closely with sub departments to maximise profit and develop (Azzahra, 2023). 
Within an Arena environment there are areas to consider when it comes to the operational responsibilities in the F&B department there are many key areas to consider. The availability of quality food and beverage is crucial, this involves managing inventory, coordinating with suppliers, and implementing proper storage and handling procedures. Maintaining a high level of customer service is essential, this includes staff training to provide efficient and friendly services, handling customer inquiries and complaints promptly, and ensuring a positive dining experience for all visitors. Overseeing food safety and hygiene practises, adhering to relevant regulations, and conducting regular inspections to guarantee a safe and clean environment (Rai, 2023). 
Cost management and profitability are extremely important to F&B, monitoring expenses such as supplier costs, optimising pricing strategies providing value to customers, implementing stock rotation and proactive ordering to reduce waste and maximising revenue (Careers Bank) (3. Lark, 2023). 
There are 4 process stages: planning, research, design, implementation and follow up (Kissflow). F&B would need to implement these processes into their operations. Standard operating procedures (SOP’s) would help provide clear guidelines and ensure consistency in food preparations, service, inventory management and cleanliness of the department (Brandt and Driessesn, 2021). Quality control measures maintain the quality of food and beverages such as taste tests to ensure high quality food, customer satisfaction which help uphold standards and experiences for customers (Hall, 2020).  
Staff training in F&B ensures staff have correct skills and knowledge to perform effectively, for example ensuring all staff are trained in food handling to meet requirements (Food Hygiene Company, 2023). Without performance management reviews (OPRs), which concentrate on discovering LEAN procedures that increase efficiency, operations management would not function as intended. Lean process aims to decrease inefficient practices that degrade company outcomes while increasing business efficiencies (Simplilearn, 2023).
Regular audits are also very useful to identify food quality, cleanliness and legal obligations. Continuous improvement initiatives are also useful to seek feedback from customers and staff enhance the performance of the F&B operations (LinkedIn, 2023). 
An operations strategy, which is part of operations management, focuses on present and future difficulties as well as the long-term development of resources for a foundation as sustainable advantage (Slack and Lewis, 2011). This can be seen in the department through three levels of strategy, one being what F&B does and how they want the operations to run in the future. Second is a business strategy creating objectives to support development and the functional strategy where marketing and venue management work alongside F&B making long term goals which support the overall business strategy (Jackson, 2024).  Operations will then tend to focus on cost, time, quality and flexibility. Cost in F&B would be focused on maximising profit, staffing, facilities including overheads and sourcing the food and beverage locally to support sustainability to attract customers in a competitive market (2. French, 2021) 
As seen in Sheffield Arena, events have strict running times there is limited opportunity to capitalise on selling food and beverages in intervals, this means that the staff must be well trained and knowledgeable and confident to deal with a lot of customers in a short amount of time. This would mean that from a financial viewpoint it is key to train the staff efficiently or hire competent experienced staff for service importance (Shields, 2021).  Flexibility is key to F&B as being an Arena they must be competitive overseeing pressures by changing offerings and staying ahead of trends (Porter, 2011). They need to cater to different events, respond to customer preferences and embrace new food technologies helping them seize opportunities, overcome challenges and deliver excellent customer service (Crown, 2023). 
A project's operational success can be evaluated on how well it is accomplishing its objectives within the allocated budget (SimpliLearn, 2023). Budgets for this department would consist of staffing costs, supplies, equipment and maintenance, utilities, marketing and promotions, licenses and permits such as alcohol and food service, insurance, training, technology and costs associated with specific events. Collaborating with other departments will be crucial to accurately cost the budget (Egan, 2021). Employees and issues are evaluated as part of the procedure. This is to gather data on things like staff turnover, yield management, visitor counts, and feedback. However, operational challenges may arise during this process that impede the implementation of the established strategic goals and, if not addressed appropriately, could impede the company's ability to grow (Moodle, Week 1). 


OPERATIONAL PLANNING AND PROCEDURES 

   EVENT PLAN

Event – Katherine Jenkins, Home for Christmas 
Type – Music Event 
Date – Saturday, November 25, 2023 
Venue – Swansea Arena 
Department – Food and Beverage 

There are 3 main objectives of this music event, one being entertainment, to provide an enjoyable and memorable experience for customers through a live performance. The event is also to promote not just through the Arena’s platform but across BBC with them in attendance filming. This will showcase a Welsh national treasure giving her a platform to reach a wider audience. But most importantly the other objective is community engagement, bringing people together at a festive period creating a shared experience through music. 
F&B contributes to the entertainment through well-crafted menus and efficient service providing expectational customer service (3. Lark, 2023). The department collaborating with venue management can integrate promotional offerings on food and beverages, and including Katherine Jenkins new Welsh Gin into the drink's offerings would align with the events theme but also show F&B supply local (Kewalchand, 2023). Capturing the essence of the culinary offerings, the F&B photo in the appendices takes centre stage on the Arenas website which is a testament to the successful partnership with the marketing team when thinking about marketing to different audiences. 
The demographic of classical music had previously been those 40+ says a study published in Frontiers in aging Neuroscience (Tommasini, 2020). A change in trends meant new demographics, so the event will target Millennials and Gen Z as according to joint research by the Royal Philharmonic Orchestra 34% of 18–25-year-olds during COVID-19 lockdown started listening to classical music (Roberts, 2020). For F&B this means fast service as Gen Z want things quick and more snacks than meals (Dean, 2023) but also 57% of millennials drink craft beer weekly and love wine according to brewers' association (FHE Health, 2020). 
The F&B department must adhere to legal requirements as failure to comply can result in closure of the Arena. Due to providing food as a service they follow handling and temperature processes in sanitary environments (Food Standards Agency). Legally there is a food service and alcohol license that operates in accordance with local laws such as challenge 25 law in Wales (Trading Standards Wales). This means having well trained staff in food hygiene and serving alcohol is a priority as if not done properly could led to significant fines. 
The booking process for Katherine Jenkins, starts with her production company via email with a 1-hour turnaround time. This is to find what they want and need but also negotiate fees and requirements for F&B. Once these are established, the team will assess diaries and consult with central and programming at ATG to confirm a date for the event which can take up to 4 weeks. 
Food and Beverage will then look at their budget and work on creating menus and designs suited to the target market over a few months. This means advanced planning, so estimating potential demand on the night, menu planning not just for vendors but within the lounge for VIP guests, allocating resources, collaborate with the marketing team to distribute offerings and asses what staff are needed to work such a large event (4. Lark, 2023). 
F&B departments budget must consider POS systems, cost of sales such as inventory and suppliers, payroll costs based on how many staff are needed, along with operating costs covering licencing, bar supplies, and fixed costs like insurance coverage (French, 2021). To gain revenue there needs to be a ROI which can be promotions on F&B as it's a special event or identifying popular items on the menu and focusing on them rather than low performing ones (Ghekiere, 2023). 
The logistics of F&B involve the systematic planning, implementation and control of various processes to ensure the efficient flow of products and services (Jagtap, Bader, Garcia et al. 2021). Some key aspects are Supply chain management, layout of kitchens, ordering systems, inspections, planning, kitchen operations, waste, delivery of supplies and complying with health, safety and hygiene (FHA, 2023). 


                       OPERATIONAL POLICIES AND PROCEDURES IN FOOD AND BEVERAGE 

In F&B these are the rules and guidelines that define how the department operates daily, helping to achieve quality, compliance and customer satisfaction. These are extremely important legally as employees understand how to approach their jobs but also, they can save time when handling HR issues (CaseIQ). 
Security protocols are needed to ensure safety of employees and public. Measures are created to prevent unauthorized access to F&B storage areas and staff are trained to respond swiftly on emergencies (Exozen, 2023). 
Sales of goods act 1979 covers alcohol, public entertainment, food standards and disability discrimination. Policies for handling customer complaints effectively and defining standards of communication between staff and customers is essential for increased customer service (Queensland Government, 2022). 
Fire safety is very important for F&B, drawing up risk assessments and fire plans identifying areas of high risk in the kitchen. All of which mitigate loss of property, supplies and life (USAFire) 
Event planning like the O2 Arena looks at outside food and drink and alcohol consumption. Outside food and drink is restricted due to safety standards, whilst alcohol consumption will be monitored by security and bar staff. Meeting the premises license 2003 act, preventing sales to underage customers and managing those intoxicated including refusing service (Gov.uk, 2022). 
Consumer rights act 2015 covers rules relating to the supply of goods to consumers. Making sure they are fit for purpose and good quality. Providing a safe environment through food safety policies in F&B benefits staff and customers. Strict guidelines for the handling, preparation and storage of food whilst regularly handwashing and wearing protective clothing is essential (BCcampus, 2015). 
First aid procedures for medical emergencies such as allergies will also be readily available along with supplies (2. Health and Safety Executive, 2022). For staff its mandatory to having handling certifications along with alcohol server training to meet requirements but also be carry out the role with more confidence effectively (Rivera, 2022). 
Inventory management procedures help source F&B supplies including stock rotation like FIFO (First in, Firs Out) to minimise waste (Stanton, 2023). Waste that is left goes through proper disposal with recycling initiatives to comply with environmental regulations and save costs (Abubakar et al. 2022).  Reviewing these documents is essential to staying current with changes in regulations and the industry's best practises (Alfano, 2021). 



              EMERGENCY PLAN INCLUDING EMERGENCY PROCEDURES & RISK ASSESMENT
 Emergency planning and procedures in F&B must consider key risks using resources to develop plans for employees and customers in emergency situations. It also needs to consider responses to serious emergencies such as anaphylactic shock of a customer with severe allergies. 
The risk assessment looks at health and safety identifying risks with food handling and foodborne illness. Operationally equipment and supply chains need to be evaluated to ensure no malfunctions before an event and no transport delays and unexpected demand (Knowledge Academy, 2023).
Supply chains can change with demand, so an emergency stock level is kept along with strategies for rapid response from another supplier. Communication is key with plans for coordinating F&B responses to other departments during events and ensuring they are aware of event specific emergency protocols (EFESO). 
Full time staff are first aid trained with regular drills allowing them to communicate with the on-site medical team. In case of fire or evacuation escape routes and exits are clearly marked, with signs and lighting to help people see where to go so nobody is alarmed (Health and Safety Executive)
 The layout of the F&B area is considered assessing hazards and due to every event being different there are emergency procedures to address specific challenges (Fire Training Company, 2022). Communication and documentation is significant for briefings before and after events highlighting procedures, gain feedback and review each event for continuous improvement (HumanPerf, 2019).  All documentation and emergency planning remains an open document and is assessed nearly every month if not every six. 
An important illustration of a food and beverage emergency action plan can be found in the appendices. This graphic presentation outlines the reasons for why the plan has been put into place, as well as its extensive scope being to minimise hazards such as fire, floods and foodborne pathogens along with the necessary steps that must be diligently followed.  


HR AND STAFFING OPERATIONS IN F&B

This is a strategic approach to nurturing and supporting employees and ensuring a positive workplace environment (ADP). Human Resource Management focus on recruitment, selection, induction, training and performance management which is important for the operations of the department (Wagen & White, 2015). 

                                                        TALENT SELECTION
The talent selection process needs to consider practical ways to achieve a greater success. Ensuring all candidates go through a process allowing room to evaluate their current and future potential is important (Experience Management). The minimum level of food hygiene training for all staff to legally work in F&B is level 2 (GOV.uk).
Interpersonal skills enable teamwork delivering excellent customer service. Being flexible is a must as no two events are ever the same so being able to maintain focus and work within a fast-paced environment is essential (Jones, 2018). Staff need listening, verbal communication and most importantly customer service to help retain customers and increase revenue (Foodgrads, 2022).
Staff needed: 
· F&B Manager - Good culinary skills to plan what is sold at the event, organise staff and lead the overall department
· Chef & Cooks - Ensuring presentation and quality food 
· Front of house staff (Servers and Bartenders) - Certification to serve alcohol and food safely
· Cashiers 
The staff within F&B are mainly casual staff on zero-hour contracts. The Arena has six bars, a lounge and food vendors, so staffing levels need to be assessed to cater for customers' needs before the event starts and during (ATG. 2023). Too many staff for this event will create needless expenses, also affecting staff morale as they feel underutilised. (Davies, Lockwood, Alcott et al, 2018). Other roles for the whole event would be Operational manager, Events Coordinator, Marketing Coordinator, Head of Security, Security Staff, Hosts in the Lounge and VIP, Ushers, Ticketing and information staff and cleaning staff (Harris). 



                                             WORKFORCE PLANNING IN F&B
The process of analysing, forecasting and planning workforce training based on gaps and talent management to ensure staff have the right skills in the right places (National Institute of Health). Being a fast-paced industry, any element of training must be packed but concise. Practical and educational elements are important for staff to make improvement encouraging personal growth through constructive feedback. Clearly outlining the goals and providing certification for F&B skills help staff feel accomplishment (Bailon, 2023). 
Changing regulatory and compliance procedures poses challenges on workforce planning, so development and training is continuous to meet demand, limiting risks of closure and fines from local authorities. (Gov.uk, 2020). 
Understanding event schedules helps forecast demand and identify key roles needed in F&B and skills needed for each role (Jenkins, 2022). SWOT analysis can be used to identify strengths and weaknesses of staff allowing time for training before events. F&B need very specialised skills and expertise, so finding the correct employees and retaining and developing this talent can be challenging (Food and Drink Sector). Keeping up with the legal side of what expertise staff have is vital to reduce the risk of fines and closure.
Trainings covered - 
· Food and Hygiene – Personal hygeine , how to storage food, temperature control and cleaning 
· Alcohol service – ID, intoxication, refusing sales, age limit
· Risk Management – Fire safety, first aid, emergency procedures 
· Menu Knowledge – Preparation, allergen information and promotions
· POS Systems – Cash handling, orders etc.


                                                                   SKILLS AUDIT 

F&B use competency-based training to understand their staff's strengths and weaknesses identifying gaps in skills or knowledge (Marousis, 2023). This is important for F&B operations, especially when it comes to communication, food handling and alcohol service as it aligns employees' skills with job requirements, making sure that the right people are in the right roles (HiPeople).
Audits ensure the correct staff with the right expertise to handle situations and maintain a secure environment. Improving staff capabilities and enhancing safety and risk management practises (NHS).  Personal skills audits for staff identify their own skillset and how to develop, and group audits will create an inventory of staff skillsets (Nemcova). 
F&B benefit from audits as they identify specific skills staff need for each event (Ulusoy, 2023). Theatre shows require light refreshments and snacks such as peanuts. Music event would require just alcohol in many cases and no food. Events attract different visitors so understanding typology is crucial. The skills audit helps the arena to identify the specific needs of these visitors and give them an enjoyable experience. 
Stake holders are essential to F&B as they help attract, share knowledge and achieve a social responsibility (1 Bladen, Kennell & Abson et al, 2012).  By understanding the skills and expertise there is effective collaboration, communication and coordination to ensure the success of F&B and overall operations. 
The specific training will be revisited to track progress and adapt training accordingly. 
Front of house staff - Customer service, communication, POS, menu knowledge, upselling and teamwork
Chef and cooks - Culinary, time management, menu execution, food safety and hygiene and adaptability
Management - Leadership, inventory, budget and customer satisfaction 


FINANCIACE AND BUDGETING FOR F&B

                                                                EVENT BUDGETING 
Event budgeting is a dynamic process that involves making strategic choices and exerting control over financial resources to align with predefined benchmarks and operational goals. It's a crucial component of F&B, providing financial framework that guides decision making, resource allocation and success in an event (2 Bladen, Kennell & Abson et al, 2012).
Discussions with production will determine what is needed from F&B at the event and what they need to budget. F&B can then evaluate their resources looking at what they already have and what they need, so this could mean looking for local suppliers for Katherine Jenkins newly released Welsh gin. This is reviewed by venue management before discussed to the events production team who come to an agreement and costings. 
Music events bring high income from the bar and F&B department sales as they open 30 minutes prior to the show (ATG, 2023). Bars open for the duration of the show is beneficial for ROI as it increases the number of sales and makes customers happy. 
Budget for the event - 
· Creating a menu based on a classical event including cost for ingredients and recipe tastes to ensure quality
· Drinks packages and costing between alcohol and non-alcohol options 
· Supplying in bulk assessing quality control 
· Staff training and labor costs 
· Equipment for kitchen and serving related items 
· Promotional materials and campaigns for menus and offerings 
(Qwick, 2020) 

                                                     FINANCIAL FORECASTING 

Forecasting predicts future performance by examining performance data, such as revenue, cash flow, expenses and sales (Boyles, 2022).  External factors influence the operations with high interest rates and inflation impacting customer spending and investments. Demographics and trends change creating challenges for tailoring F&B menus for events (Maverick, 2022). These factors are highlighted to meet regulations when forecasting avoiding legal issues and impacts the business has on the environment. 
Forecast - 
· COGS (Cost of goods sold) considering ingredients, suppliers including negotiated deals and changes to the menu
· Labor costs based on staffing levels and hourly rates
· Overheads like licencing fees, marketing expenses and utilities 
· Cashflow looking at sales, supplier payments, operating costs and inventory levels
(Guinn) 
These would be placed against the actual financial performance to see projections and actual results. Gross profit margins would assess how profitable the sales have been and net profit considering all expenses, with ROI’S specific to investment in marketing campaigns for the menu and offerings (Giddins, 2016) 


                                                KPI’S AND YEILD MANAGEMENT

KPI’S focus on F&B’s performance to gain actionable insights into its performance, making informed decisions to improve efficiency and profitability enhancing overall customer satisfaction (5. Lark, 2023). There is 7 characteristics of KPI’s: Non-Financial, Timely, CEO focus, Team Based, Significant impact and limited dark side (Parmenter, 2015). 
· Non-Financial KPI’s are customer satisfaction scores, staff satisfaction and inventory turnover providing performance reviews beyond financial outcomes (2. Jackson, 2024) 
· Timley KPI’s are sales report for every event and real time inventory tracking helping decision making and adapting to changing demand. 
· CEO focused KPI’s are on profitability and brand reputation, for example tracking revenue from specific items on the menu (Petrova, 2023) 
· Team based KPI’s are teamwork and productivity, for example amount of time taken to complete a customer order
Integrating these into the design of F&B gains a more holistic understanding of the operations, fostering a team culture and making decisions that impact both financial and non-financial aspects of the department (Poleski, 2023). 

According to Lodgify encyclopedia, yield management in F&B is the process of making frequent adjustments in the price of a product or service in response to specific market factors like demand and competition. Key elements of YM in F&B is: 
· Menu engineering creating packages that encourage customers to choose more profitable combinations (Kavanagh, 2021) 
· Demand forecasting for certain events and adjusting staffing levels and inventory accordingly (White, 2022) 
· Lounge Turnover Optimization, placing time limited reservations to book during event to increase turnover (Andrews, 2023) 
· Data analysis such as utilizing POS to assess customer habits and preferences (QuestionPro) 
Benefits of Yield Management in F&B are to maximise revenue, enhance customer experiences, remain at a competitive advantage and increase decision making. 

APPENDICIES 
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Emergency Action Plan for Food Service'

PURPOSE
This guidance document has been developed Io coordinate emergency management
efforts of San Juan Basin Mealth Department and local food service industry 1o besier
protect public health and minmize e economic mpact of emergency events.
Identéy the procedures that should be followed i the evert of an emergency at poses

Imminent health hazards are conditions requirng immediate action o prevent
‘endangering the heaith of pecple. These hazards can result from isolated events.
affecting a single food establishment and widespread disasters impacting mutiple
‘establishments .

Imment health hazards include:

Fire

Flood

‘Extended intesruption of electrical service (2 hours or more)

Extended interruption of water servce ( 2 hours or more)

Sewage Backup

Misuse of poisoncus or taxic materials

Onset of an apparent focdborne iliness outbreak

Gross unsanitary occurrence or condition

Other crrumstances that endanger public health
‘Structural Damage. exterior and interior

Food Service establishment managersiowners are legally responsible for meeting
Calorado Retail Food Estatiishment Rules and Regulations during al brmes of operation.
If an establishment is not able to control conditions to meet these standards, the
‘establishment must discontnue operation.

PROCEDURES
Discontinue food operations if food safety cannot be assured.

In the event of an imminent health hazard. the Colorado Retail Food
Estabishment Rules and Regutatians require food establishment operators 1o
discontinue operating and oty San Juan Basin Health Deparement that an immnent
health hazard has ocaured. §70-247.5702 (Food & Cansumer Protection).
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