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[bookmark: _Toc167542617]Overview of the Hotel’s Food and Beverage Operation
A wide range of guests, including business travellers, tourists, and residents, are served by the extensive food and beverage operation of Holiday Inn Birmingham City Centre. Along with a bar and room service, the hotel has an all-day eating restaurant. Following tight guidelines to guarantee client pleasure, the food & beverage department is dedicated to provide excellent service and culinary experiences. The group consists of qualified experts that cooperate to sustain high standards of service (Walker, 2018).
[bookmark: _Toc167542618]Placement Learning Objectives
My main learning goals for my placement in the food and beverage department were to become familiar with the duties and responsibilities of a reception, acquire the technical and practical skills required to provide excellent guest service, improve my communication, teamwork, and task management abilities, and recognises and critically evaluate organisational problems to provide workable answers. These goals were to help me advance both personally and professionally while offering a comprehensive grasp of the department's operations.


[bookmark: _Toc167542619]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc167542620]Experience of Shadowing a Receptionist Position
It has been enlightening to shadow a reception in the food and beverage department; it has given me important insights into the day-to-day operations and difficulties receptions encounter. Undertaking worker performance, making sure health and safety laws are followed, handling customer complaints, and upholding high service standards are all part of this job (Jones & Lockwood, 2023). In thinking back on this event, Kolb's Experiential Learning Cycle (2019) has been quite helpful. Four phases make up the cycle: tangible experience, introspective observation, abstract conception, and active exploration.
· Concrete Experience: Working together with the reception to solve problems and make decisions in real time.
· Reflective Observation: Assessing the reception’s response to varied scenarios.
· Conceptualization of Abstracts: Knowing the fundamental ideas and philosophies of guest service and management.
· Active Experimentation: Using acquired ideas in real life to advance oneself and advance the department.
[bookmark: _Toc167542621]Contribution to Understanding Work-Based Skills and Technical Knowledge
This event has brought home how crucial it is to satisfy guest service requirements both technically and work-based abilities. Coordinating activities, settling disagreements, and making sure that visitors' needs are satisfied quickly all depend on effective communication. Clear communication, for instance, between the front office and other personnel during a busy dinner service guarantees precise and on-time work. Smooth operations need teamwork; this calls for cooperation, encouragement from one another, and common objectives (Lashley & Morrison, 2021).
Time management, prioritising, and delegating are among the task management abilities that are essential to preserving productivity and excellent service quality. Personal qualities include flexibility, empathy, and fortitude help employees deal with unforeseen circumstances, comprehend what guests anticipate, and stay calm under duress. Technical expertise guarantees smooth operations and great service for customers by helping one to grasp food safety laws, learn service skills, and use point-of-sale systems (Morrison, 2022).
[bookmark: _Toc167542622]Impact of Personal and Vocational Development
My knowledge of the food and beverage business has been much enhanced by my academic background and prior work experience. My education has given me a strong basis in theory, and real-world application of this knowledge has been made possible by practical experience. This combination has made me a better communicator, team player, and task manager, which has improved operational performance and guest service (Ottenbacher, Harrington, & Parsa, 2020).


[bookmark: _Toc167542623]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc167542624]Importance of Work-Based Skills and Technical Knowledge
In the hotel business, especially in the food and beverage division, work-based skills and technical expertise are essential. These abilities guarantee staff members can carry out their responsibilities efficiently, provide excellent service, and help the business succeed overall.
Attention to Detail: Accurate and excellent service for visitors is guaranteed by precision in jobs like taking orders, arranging tables, and serving meals. This ability improves eating experiences generally and helps avoid mistakes.
Customer Service Skills: Giving outstanding customer service means being aware of and ahead of the demands of your guests, quickly attending to any issues, and making sure your meal is unforgettable. For example, efficiently and sympathetically managing visitor concerns may make an otherwise unpleasant experience enjoyable.
Leadership Skills: Especially during busy times, the team needs to be guided and inspired by an effective leader. An excellent leader is able to control tension, assign work well, and keep the workplace happy.
Financial Acumen: Making well-informed choices that improve profitability and sustainability requires knowledge of the department's financial components, including budgeting, cost control, and revenue management.
[bookmark: _Toc167542625]Illustrations and Conclusions
I saw the reception during my shadowing experience respond to a customer's complaint over a delayed arrangement. A possibly bad encounter was made good by the reception's rapid resolution of the situation, empathy, and problem-solving abilities (Gursoy et al, 2019). This episode made clear how critical rapid thinking and people skills are to preserving visitor happiness (Hankins & Tracey, 2019).
Seeing the manager handle team briefings also brought to light how important leadership and open communication are to creating a cooperative work environment. These briefings made sure that every member of the team understood the goals for the day and any unique needs, which helped to provide a flawless service (Baum & Karaikal, 2021).

[bookmark: _Toc167542626]Section 3: Reflection on Organisational Issues
[bookmark: _Toc167542627]Identifying an Organisational Issue
Staff training disparities were one major organisational problem. Service quality varied because although some team members were knowledgeable about service standards and processes, others lacked such knowledge and abilities. This disparity reduced the happiness of the guests and put more strain on the knowledgeable employees (Bardi, 2019).
[bookmark: _Toc167542628]Impact on Department's Performance
By resulting in service delivery gaps, inconsistent training affects the department's effectiveness overall. Delays, mistakes, or poor service could make visitors think less well of the hotel. For well-trained employees, it may also result in more stress and workload, which can lead to burnout and worse morale generally (Hayes & Ninemire, 2024).
[bookmark: _Toc167542629]Possible Solutions
A planned and all-inclusive training programmed should be put in place to deal with this problem. Standardized training modules, frequent training sessions, mentoring and assistance, and feedback methods should all be part of this programmed. The efficacy of the training programmed may be evaluated and required changes made with the use of theories like Kirkpatrick's Four-Level Training Evaluation Model (Kirkpatrick, 2022).


[bookmark: _Toc167542630]Section 4: Future Action Plan
[bookmark: _Toc167542631]Areas for Improvement
Having worked in the food and beverage industry, I can say that my communication, customer service, problem-solving, and technical understanding all need work.
[bookmark: _Toc167542632]Specific Steps and Strategies
I want to regularly practice and take part in focused training courses to improve my communication abilities. Gaining experience with customer service will need going to seminars and workshops and asking coworkers and visitors for input. My priorities for honing my problem-solving abilities will be practical application and guidance from seasoned mentors. My technical knowledge will improve via ongoing education and professional development to stay current on industry norms and developments (Pizza, 2019).
[bookmark: _Toc167542633]Alignment with Personal and Vocational Development Goals
These actions improve my knowledge and abilities, which helps me advance as a hospitality professional and is in line with my personal and professional development objectives. By always developing, I can help my team, provide outstanding service, and progress in my career in the sector (Brotherton, 2019).


[bookmark: _Toc167542634]Conclusion
When I think back on my time working in the food and beverage department at the Holiday Inn Birmingham City Centre, I see how important technical expertise, work-based abilities, and excellent guest service are. Gaining these skills and seeing how they affect the general quality of services has been made possible by the shadowing experience. By means of organized programmes and ongoing education, organisational problems like uneven training will be addressed, hence improving department performance and customer satisfaction. A successful career in the hotel business depends on both personal and professional development, and this experience has laid a strong basis for future expansion.


[bookmark: _Toc167542635]References
Bardi, J. A. (2019). Hotel Front Office Management. Wiley.
Baum, T., & Karaikal, J. (2021). Human Resource Management in Tourism and Hospitality: A Comparative Study. Routledge.
Brotherton, B. (2019). The International Hospitality Industry: Structure, Characteristics and Issues. Butterworth-Heinemann.
Gursoy, D., Maier, T. A., & Chi, C. G. (2019). "Generational Differences: An Examination of Work Values and Generational Gaps in the Hospitality Workforce." International Journal of Hospitality Management, 27(3), 448-458.
Hayes, D. K., & Ninemire, J. D. (2024). Foundations of Lodging Management. Prentice Hall.
Hankins, T. R., & Tracey, J. B. (2019). "An Analysis of Mentorship Programs in the Hospitality Industry." Journal of Hospitality & Tourism Research, 34(3), 377-394.
Jayawardena, C. (2021). "International Hotel Managers: An Analysis of Industry-Related Attributes." International Journal of Contemporary Hospitality Management, 12(1), 67-74.
Jones, P., & Lockwood, A. (2023). The Management of Hotel Operations. Cengage Learning.
Kirkpatrick, D. L. (2022). Evaluating Training Programs: The Four Levels. Berrett-Koehler.
Kolb, D. A. (2019). Experiential Learning: Experience as the Source of Learning and Development. Prentice-Hall.
Lashley, C., & Morrison, A. (2021). In Search of Hospitality: Theoretical Perspectives and Debates. Butterworth-Heinemann.
Morrison, A. (2022). Hospitality and Travel Marketing. Delmar.
Ottenbacher, M., Harrington, R. J., & Parsa, H. G. (2020). "Defining the Hospitality Discipline: A Discussion of Pedagogical and Research Implications." Journal of Hospitality & Tourism Research, 33(3), 263-283.
Pizza, A. (2019). International Dictionary of Hospitality Management. Routledge.
Walker, J. R. (2018). Introduction to Hospitality Management. Pearson.
2

