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[bookmark: _Toc200402332]Introduction
I performed my Level 6 placement at Voco Grand Central in Glasgow; a historic and elegant hotel connected to Glasgow Central Station. The Food and Beverage (F&B) operation includes breakfast service, an all-day dining restaurant, afternoon tea, bar service and extensive banqueting and event catering. I was assigned to a waiter role, assisting with both front-of-house service and back-of-house preparation for multiple shifts.

At the beginning of the placement, I set three primary learning objectives: to enhance my guest interaction and customer service confidence, improve my team leadership skills in a dynamic hospitality environment, and to understand how operational structures promote seamless service delivery in a high-pressure food and beverage environment.

[bookmark: _Toc200402333]Role Reflection (Gibbs)
[bookmark: _Toc200402334]Description 
As a server, I was tasked with setting tables, polishing cutlery, serving meals and beverages, and assisting colleagues during peak times. Although I did not hold a supervisory position, I saw numerous internal management dynamics and occasionally assisted newer team members. My responsibilities during the shift included addressing basic guest enquiries and ensure that everything is ready for next service (Safitri, Fadilah and Halim, 2023).
[bookmark: _Toc200402335]Feelings
Initially, I felt quite overwhelmed by the demands of sustaining both speed and service excellence together. The service speed, particularly at breakfast and banquet events, was fast. Although I was confident in communication and collaboration, the absence of structure within the team made me uncertain about who to consult for help (Markham and McKee, 1995). But I was driven to adapt fast and see how leadership worked in real life.
[bookmark: _Toc200402336]Evaluation
A primary issues I noted was inadequate communication between managers and floor staff. There were times when unclear section responsibilities were delegated, which resulted in confusion and redundant work. On several occasions, I observed multiple servers attending to the same table, while other guests faced a long wait for service. This disorganisation typically did not directly affect guest satisfaction however; it made the work environment excessively unpleasant.
[bookmark: _Toc200402337]Analysis
Effective supervision in food and beverage is more than just task delegation, it requires leading by example, maintaining calm under pressure, and defining priorities with precision. Northouse (2022) claims that leadership in hospitality involves a balance of guidance and assistance. I observed this distinctly when a supervisor clamly guided everyone during an exceptionally busy event rush. Her articulate tone and calm established quick order to us. This showed efficient control, clearly contrasting with situations of chaos resulting from inadequate direction.

Effective communication and adaptability were essential with each shift. Food and beverage staff must continually adapt to unpredictable service requirements. I observed my progress in this area, despite constant difficulties in team communication.
[bookmark: _Toc200402338]Conclusion 
Reflecting on this experience, I realise that I do have natural strengths in teamwork and leadership under pressure, but I also need to work on showing more empathy to colleagues. Sometimes I focused too much on getting the job done quickly rather than noticing if others were struggling emotionally or physically.
[bookmark: _Toc200402339]Action Plan
To advance my professional development, I intend to:
1. Participate in internal leadership training provided by the university or hotel partners.
2. Enhance the skill of active listening, particularly with new coworkers.
3. Seek more defined tasks in future positions, such as managing a small team or mentoring new employees.

This reflection has helped me understand that leadership in F&B is not just about keeping things moving, it's about building a supportive culture where communication is clear and everyone understands their role.

[bookmark: _Toc200402340]Journey from Level 4 to Level 6
Reflecting on my placement experience from Level 4 to Level 6, I can clearly observe my advancement, particularly in my knowledge of food and beverage operations and how I handle myself in high-pressure situations. My Level 4 placement occurred at the Marriott Hotel Glasgow, where the team structure and organisation were far stronger than my present experience at Voco Grand Central. At the Marriott, responsibilities were distinctly assigned, roles were well defined, and communication between management and floor staff was notably consistent (Rath and Conchie, 2008). This made the work easier to manage, even during peak hours.
In contrast, the F&B team at Voco appeared less organised, impacting everyday operations. There were other instances where leadership throughout shifts was ambiguous, resulting in excessive stress. This difference enhanced my understanding of the significance of strong team leadership and effective communication in facilitating a seamless guest experience and a favourable working atmosphere.

In my Level 4 Food & Beverage Operations module, I developed a menu for a coursework assignment. During that period, I emphasised diversity, innovation, and high-quality ingredients. Upon evaluating my current placement, I recognise that such a complex menu would not be suitable for Voco's environment. As a busy hotel attached to a train station, many of Voco's customers have limited time and preffer light, quick meals or small plates, particularly in the Champagne Bar, where they can enjoy a glass of Prosecco while awaiting their train. This experience has demonstrated that menu design should be practical and consistent with guest expectations and the venue's objectives, rather than solely dependent on creativity (Kalenjuk et al., 2016).
In Level 5 Sustainable Hospitality & Tourism Management, I performed research on food waste management in hotels. At Voco, I observed significant food waste, particularly during breakfast and banqueting services, where leftovers were common and overproduction was not properly monitored. According to my coursework, this domain presents opportunities for transformation, techniques such as portion management, composting, and food donation programs could enhance sustainability and cost-efficiency in operations (This factsheet explores the issues of food waste, 2025). Although sustainability was not a prevalent topic in everyday discussions, my academic education allowed me to identify opportunities for positive changes.



[bookmark: _Toc200402341]Voco Improvement Proposal
A critical aspect requiring improvement in Voco Grand Central's F&B department is internal communication. Although guest wait times are typically satisfactory, inadequate communication between staff and supervisors creates confusion, inconsistency, and elevated stress levels for the team. In some instances, colleagues were uncertain regarding the shift leader, their designated sections, or the service priorities (Education, 2021). These issues typically did not affect guests directly but negatively impacted worker morale and productivity.

My observations indicate that team members frequently refrained from enquiring or seeking clarification regarding their responsibilities due to the chaotic and unstructured environment. In contrast to my prior job at Marriott, where pre-shift briefings happen consistently, Voco's staff rarely gathered for specific shift planning or feedback discussions.
To address this issue, I propose the following three-step improvement plan:
1. Introduce of short 5–10-minute meetings before every shift to clarify key responsibilities.
2. A whiteboard or printed chart in the staff area could display the individual responsible for each section, the shift leader, and the staff members assigned to certain tasks (e.g., clearing, beverages, or VIP tables). This straightforward visual help would decrease confusion during service.
3. Brief dialogue creating a brief internal training session centred on communication and collaboration. A single session could highlight the significance of active listening, engaging with colleagues, and providing mutual support.  

[bookmark: _Toc200402342]Conclusion
My placement at Voco Grand Central allowed me to accomplish two of my three basic learning objectives. I enhanced my guest engagement and fortified my leadership and collaborative abilities in high-pressure situations. However, I believe there remains potential for development regarding operational understanding and taking greater responsibility in formal leadership positions.

The application of Gibbs Reflective Cycle (1988) enabled me to analyse the problems and learning experiences encountered during my time as a waiter. I now see that deficiencies in communication may have a more profound influence than it appears, and that minor operational adjustments can significantly enhance team morale.

The work experience encouraged the application of theoretical knowledge to practical scenarios specifically, by identifying the incompatibility of my menu design with Voco’s target audience and pinpointing sustainability deficiencies based on scholarly research.
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