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Reflective Journal

The Rib Smokehouse & Grill at Coldra Court Hotel
Introduction
The Rib Smokehouse & Grill of Coldra Court Hotel is a classy steakhouse specialising in the food of Southern origins smoked using hickory wood. The restaurant constitutes the dining facility further enhanced by The Court Bar, offering internal and external customers food and beverages.
Learning Objectives:
· To establish supervisory skills in a high-volume restaurant.
· To understand and implement the various food and beverage service standards
· To improve the level of guest service and communication skills
· To get practical experience in operational management.
· To practice problem-solving abilities in the context of a hospitality environment.
Section 1: Reflection on Experience and Personal Development
Using Gibbs’ Reflective Cycle (1988), I will analyse the situation of my shadowing the restaurant supervisor position at The Rib Smokehouse & Grill.
Description
In my placement, I provided supervisory shadowing at the restaurant, covering lunch and dinner services. The position involved multiple core responsibilities: providing supervision of the server team, good coordination with the kitchen staff, overseeing customers’ reservations, and managing the customers’ experience. The establishment served between 80 and 100 guets during peak, and there were business problems during special occasions, such as live music every Saturday, which needed better organisation to meet client expectations.
Feelings
The first stages of transitioning to the supervisory position were challenging, which resulted in feelings of being overwhelmed, especially during busy service time. The expectations of the position were demanding because of the various aspects of the work involved. Providing structured mentorship and practical experience for the interns replaced the initial anxiety with confidence and accomplishment (Naz et al., 2020, p.2). Strong emotional support and guidance from the team contributed significantly toward a positive environment of growth and development for the new team.
Evaluation
The supervisory experience completed offered important information concerning the challenges of managing restaurants. Positive results are notable leadership competencies, mastery of services flow management, and handling of guest feedback (Testa, M.R. and Sipe, 2012, p.649). The position contained several difficulties, especially in coordinating the staff’s schedules under the constantly changing business needs and providing high levels of service quality under pressure. This experience showed that restaurant supervision requires flexibility, practical problem-solving, strategic thinking, and teamwork for effective restaurant management.
Operational Aspects
The Rib Smokehouse & Grill’s organisational reality allowed me to develop a broad understanding of numerous operation fields. This involved making decisions about the storage and supplies of food and inventory, handling operations of speciality smokehouse ingredients, and implementing food hygiene. I trained in operating the restaurant’s POS, cash handling, and the proper techniques for table turnovers, especially during busy times, which gave me hands-on experience aligned with Tyagi & Bolia’s (2021, n.p) emphasis on restaurant management for better revenues. One of the big ideas learned was how crucial mise en place is for service, especially during the live music on Saturdays with covers over 100.
Managerial Aspects
The managerial aspects of my placement entailed applying and developing one’s knowledge concerning staffing, pre-service briefing, and inter-business communication. I also accompanied the restaurant manager on performance appraisals and learned to give feedback to members. I understood how Fund control and management information are essential when assessing food cost percentage and beverage controls. I also learned about mediation and conflict among staff and difficult guest situations by preventing the effects of conflict, as explained by Munduate et al. (2022, 167). From this, I learned that one must also set a good example and work professionally, consistently following an ethic.
Customer Service Aspects
The Rib Smokehouse & Grill maintained high standards in customer service. I understood guests’ expectations, mainly concerning their favourite smoked meals and other specialised requirements of their diets. Wine service and recommendations with the particular food improved the guest experience. I have gained experience handling complaints and comments from guests about their experiences. I even applied principle procedures for handling such complaints when necessary, reflecting Magatef et al.’s assertion that necessary and effective complaint handling maintains continuous customer relations (2019, p.2). Paying attention to the difference in expectations between a hotel guest and the local guest was required, as well as ensuring steady delivery of services in high traffic and low traffic times.
Section 2: Critical Analysis of Work-Based Skills
The placement made me identify that technical competencies and people skills were paramount to achieving and sustaining excellent guest satisfaction standards. According to Johnston et al. (2012), service quality within the hospitality industry directly results from service operation effectiveness and distinct guest contact skills. This theoretical principle became apparent during the performance of live music events in the restaurant when the technical coordination of services had to synchronise with the guest experience service delivery to capture satisfaction.
I encountered three reflection models at Levels 4 & 5 and became instrumental in my learning during this placement. First, I used Kolb’s (1984) in Wijnen-Meijer’s article about the Learning Cycle in daily Practice in Concrete Experiences such as serving, Reflective Observation – evaluating guests, Abstract Conceptualisation – identifying service patterns, and Active Experimentation – introducing change (2022).
During complex service situations, I applied Gibbs’s (1988) model of reflection, and more so during our complicated Saturday live music. This approach also enabled me to systematically approach the service flow to recognise positive and negative emotions toward team performance and create solutions. Schön’s ‘reflection-in-action,’ explained by Tan (2020, n.p), was valuable during the immediate service recovery. For example, when faced with a sudden arrival of customers, I could think through service approaches while at the same time retaining the spirit of service delivery that requires thinking on the move. The ability to reflect on the situation immediately, developed during classroom simulation of the supervisory Practice, further boosted my supervisory performance.
Section 3: Reflection on Organisational Issues
One major organisational issue I encountered during my placement was the coordination between the restaurant and the kitchen during peak hours. The special dietary needs were also operational concerns because the restaurant serves as a smokehouse with a premium meal offering. The processes of menu changes sometimes create problems in delivering menu items on time or with errors.
Expanding from Walelign’s (2019) study about profitability and operating efficiency in a hotel chain, I discovered that operating effectiveness needs enhanced communication system usage to improve the customer satisfaction index and operational results. I then designed and suggested a customised colour-coded ticketing system to ensure the proper and efficient passing of information on dietary needs. This system concept was accepted positively by both the front-of-the-house and kitchen staff. The initiative showed how organisations must follow particular frameworks to address operational issues without compromising service delivery.
Conclusion and Action Plan
The placement has added depth to my theoretical knowledge of food and beverage operations management and has broadened my professional perspective on the aspects of the business. Through the several service scenarios I encountered during my field experience, I realised the briefing value of establishing flexible leadership strategies, the core function of communication systems in anticipating and driving organisational efficiency, and the importance of prevention strategies in addressing issues and recurring service delivery gaps.
For the future, my action plan contains several lines of development at work: I plan to undertake further academic studies in relevant current systems used in restaurants to improve efficiency. Also, I wish to develop further awareness of cooking procedures to enhance the coordination of organisational operations within the kitchen. Other goals are to build proficiency in staff training strategies and increase my understanding of beverage provisioning and wine and food compatibility for the customer. The improvements target developing a broad range of competencies required for future managerial positions in the hospitality industry.
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