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[bookmark: _Toc200821308]Introduction
F&B operations encompass all the activities related to preparing and serving food and beverages to the hotel guests. The F&B department is important for a hotel to make the guest experience exceptional and memorable (O’fallon and Rutherford, 2010). The author has taken a 10-week placement at Holiday Inn Sunderland. The placement opportunity helped me gain knowledge and understanding of the key F&B operations at the hotel. The hotel has an on-site restaurant and a lobby café including Starbucks offering services 24/7. The author had the following three objectives to attain from the placement experience:
· To enhance communication skills by interacting with guests, colleagues, and management at the F&B department.
· To understand F&B operations at the hotel.
· To improve guest service delivery.
[bookmark: _Toc200821309]Section 1 – Role Reflection
I will reflect on my role in the F&B department at the hotel using Gibbs's reflective model. It was a 10-week placement where I had to perform mainly the front-line F&B tasks. Guests from both room service and restaurant placed orders to me and I had to communicate with the kitchen staff about guest orders and preferences. I also worked behind the bar with drinks services. During the weekend, I had to manage the breakfast buffet. I replenished all hot dishes and refilled coffee so that guests could get the items without any delay. To accomplish the job, I had to continuously coordinate with kitchen staff and frontline employees (Johnston, Clark and Shulver, 2012). At first, when I set foot at the department, I became overwhelmed with the fast-paced nature of the F&B operations. I lost my confidence when I had to multitask in drink services and table management. After some days, I regained my confidence to work in the department. I could establish clear communication with my colleagues and offer guests their preferred services. I realised that I must interact with the guests and colleagues to enhance service delivery and guest satisfaction. My experience at the department has both positive and negative aspects. Effective supervision in the F&B operations can minimise delays and guest complaints (Davis et al., 2018). One night, the hotel had to arrange a large conference dinner. The F&B manager ensured clear task allotments and helped staff to perform their responsibilities properly (De Bruyn and Chibili, 2019). The proactive leadership led the programme successfully. In another instance, the manager arrived late for a breakfast shift. The employees could not perform their duties properly that day. Guests had a longer waiting time for the services due to coffee refills and slower replenishment of breakfast items. As a result, guests were dissatisfied with the hotel services and employees had to endure stress at work (Koc and Bozkurt, 2017). Hence, stronger leadership can guide the team properly and empower the team to achieve organisational objectives. 
Throughout my experiences at the hotel, I identified that employees struggled with task prioritisation in the F&B operations. One day while I was working at the frontline, I found it challenging to decide whether I should attend the bar orders first or finish the breakfast setup. I learned that I need to adapt to changing circumstances and consider the urgency and guest needs before making any decision in task prioritisation. I observed key supervisory skills such as communication skills, problem-solving skills, and adaptability skills in my work experience. Managers applied communication skills in briefing the employees (Waqanimaravu and Arasanmi, 2020). The supervisor addressed guest complaints such as serving the wrong dishes to the guests. For example, I misheard a room service request which led to the delivery of the wrong dishes. I handled the situation by apologising to them and instantly reordered the dishes. My key strengths are the tendency to learn faster, adaptability, and the ability to engage with people. However, my weaknesses are limited knowledge about the menu and anxiety under pressure. Service operations can be improved if employees are delegated with the authority and autonomy to make decisions (Dhar, 2015). In conclusion, I must improve my knowledge about the menu items and skills to work properly in the F&B operations of the hotel. I should also ensure that I utilise my time properly to accomplish the objectives. I plan to study the menu in detail and enrich my knowledge about the products and services of the hotel. I should seek time management training and make improvements in my activities based on feedback from my supervisor and colleagues. 
[bookmark: _Toc200821310]Section 2 – Development Journey
To succeed in the F&B department in a hotel business requires structured planning and development opportunities (Cousins and Weekes, 2020). My placement at Holiday Inn Sunderland is an important part of the development journey. The hotel has a fully functioning F&B department and its complex operations have contributed to my understanding of guest services and procedures to handle food and beverage demands during peak hours. The hotel strictly maintains its service protocols and food safety and hygiene standards. I could learn industry best practices in F&B operations in the hospitality industry from the placement opportunity. From level 4 courses, I have covered various service management aspects such as inventory control, portion costs, and guest satisfaction. I could relate to this theoretical knowledge while preparing the breakfast buffet at the hotel. From level 5 Sustainable Hospitality & Tourism Management, I learned the importance of waste minimisation and ethical practices in the hospitality industry. At Holiday Inn Sunderland, I have noticed that the hotel has implemented several sustainability initiatives. The hotel donates unused ingredients and it also emphasises recycling activities. Hospitality operations should utilise resources efficiently and minimise waste (Legrand, Sloan and Chen, 2017). Other hospitality businesses such as Marriott Hotels align their strategies with the sustainability aspects. At my placement, I aimed to reduce waste by recommending the kitchen staff make the portion sizes smaller. The recommendation was effective in reducing leftovers at a significant level in the buffet breakfast. 
[bookmark: _Toc200821311]Section 3 – Service Improvement Proposal
During my work experiences, I have noticed that the hotel requires several areas to improve and make the guest experience better. Guest service speed at the hotel should be faster, especially during the breakfast buffet because the number of guests increases at the time. Many guests need to wait for a longer period to get their orders. According to service operations theory, slower service can affect guest satisfaction damaging the reputation of the organisation (Johnston, Clark and Shulver, 2012). The key reasons for slower services are inadequate training and inefficient processes at the workplace. To address the issue, the management may consider the following action plan:
· The F&B management should introduce a targeted training programme for the staff. The training session should last for a short period. For example, regularly scheduled coaching for new staff can be arranged. It should focus on technical skills and rush procedures for the frontline staff. Employee training can significantly improve service quality (Dhar, 2015). 
· Before any big event or busy weekend, the management should hold a pre-shift coordination meeting in which the roles and responsibilities of the staff will be clearly explained. It will eliminate task duplication increasing the efficiency of the work (Waqanimaravu and Arasanmi, 2020). 
· The hotel should construct simple checklists or guidelines for the F&B staff. It will standardise the hotel services. Standardisation is crucial in achieving guest satisfaction and enhancing brand reputation (Lu et al., 2015). 
[bookmark: _Toc200821312]Conclusion
At the end of the hotel placement, I have developed strong communication skills. Now I can communicate with the guests and the kitchen staff to ensure enhanced F&B services. I have understood the key F&B operations such as inventory management, table arrangements for the guests, and managing higher demand during peak hours. I can multitask to handle both bars and home services. I realised that speedy service delivery is crucial in the F&B department. It enhances guest satisfaction and the hotel can strengthen its brand reputation.
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