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The Mercure Birmingham West Hotel has a reputation for offering outstanding hospitality services. The Food and Beverage (F&B) department is highly crucial in ensuring customer satisfaction by providing excellent dining on experiences (ASET (2017). In fact, it Is impacting guest experiences and revenue production, this department manages bar operations, restaurant services, and event catering. I shadowed significant individuals during my time at my placement, including Waiter Bal, Supervisor Kaispa, Duty Manager Julia, and Waitress Kelly, so learning about their jobs and responsibilities.  
The Objectives in Place Learning were: 
· Develop work-based skills in communication, teamwork, and task management.
· Enhance technical knowledge in F&B operations and guest service standards.
· Critically analyse management performance and organisational practices.
· Reflect on and apply theoretical models (e.g., Gibbs’ Cycle) to practical experiences.
Using Gibbs' Reflective Cycle, which offers a theoretical framework to evaluate learning opportunities—I will be able to examine my experiences (Gibbs, 1988). Reflective learning links theory to practice, therefore improving professional development (Jasper, 2013).
[bookmark: _Toc191635413]Section 1: Reflection on Experience and Personal Development
Experience Overview
I shadowed important supervisory staff members in the Food and Beverage (F&B) division of Mercure Birmingham West Hotel during my internship. My job included supervising guest service, staff coordination, and task distribution—all under managerial authority (Fanthorne, 2004) . Though at first, I thought managers would just oversee operations from a distance, I saw they were rather active in guest contacts and problem-solving.
Application of Reflection Model
One of a significant incident happened when a guest expressed slow service complaints. Using active listening and a complimentary drink, Supervisor Kaispa effectively de-escalated the matter. As managing complaints is a vital ability in hospitality, I felt both nervous and impressed. This encounter underlined the need of emotional intelligence for consumer service (Johnston, Clark & Shulver, 2012). The episode underlined the need of making fast decisions and the difficulty of keeping guest happiness under duress.
Personal and Vocational Development
Communication: Effective nonverbal and spoken communication when attending to visitor questions.
Teamwork:  Cooperation among front- and back-of-house employees is quite important.
Task Management:  Managing tasks means juggling operational effectiveness with visitor happiness.
Guest Service: Providing proactive solutions—as Kaispa's approach shows—is guest service. Shadowing top positions enhanced my respect of hospitality's leadership, so complimenting my academic work on service management (Walker, 2021).
Integration of Academic Learning Using theoretical knowledge—like the ideas of service quality (Cousins & Weekes, 2020)—has helped me to define my career. Moving from Level 4 to Level 6 education has improved my analytical skills and raised my awareness of hotel management best practices.
[bookmark: _Toc191635414]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Identification of Key Skills and Knowledge
One basic ability noted throughout my shadowing at the Mercure Birmingham West Hotel is effective communication. Especially during busy periods, clear operations depend on effective communication among managers, employees, and guests. For instance, especially during peak hours, Julia, the Duty Manager, regularly showed how succinct and clear her communication with the wait staff kept services running well. This is consistent with the 2012 claims of Johnston et al. that effective minimization of mistakes and preservation of operational efficiency in service sectors depend on communication.
Managing guest service issues called for cooperation and teamwork. One evening, for example, a guest complained about a delayed supper on an especially packed evening. The Supervisor, Kaispa, made sure the guest's needs were met right away by working with waiters and kitchen crew. This event underlined the need of a well-coordinated team in reaching a shared objective, therefore validating Vallen and Vallen's (2014) perspective that, especially under operational difficulties, collaboration is essential to preserving good service standards.
Supervisors clearly showed technical knowledge in how they followed safety rules and maintained service standards. For food safety procedures, for instance, Julia made sure the F&B crew regularly followed their well-trained standards. This was especially clear when a possible safety concern about food storage was found and quick corrective action was done, proving great operational expertise. Hagg (2013) emphasizes the requirement of knowing operational procedures and the need of managers making sure compliance with standards guarantees both visitor safety and happiness. One very important ability shown by the supervising team was task management. Supervisors balanced operational responsibilities with customer satisfaction by fairly ranking tasks (Johnston et al. (2012). 
Critical Evaluation Using Theoretical Frameworks
The ideas covered above fit theoretical models including those found in Check-In Check-Out by Vallen and Vallen (2014) and Service Operations Management by Johnston et al. (2012). To attain operational efficiency, these models stress the importance of good communication, teamwork, and task management. These ideas were clearly seen in action as the team managed packed service times. But in cases of miscommunication, such a delay in meal orders during peak hours, theory and practice started to divaricate. This event showed that even if theory supports efficient task management, real-time implementation may occasionally cause misalignments.
Synthesis of Learning
Acquiring these work-based abilities directly affects operational effectiveness and guest happiness. Clear communication, for example, guaranteed that visitors knew about delays, so promoting good results. Likewise, good teamwork let employees react quickly to passenger complaints, therefore reflecting industry standards that give guest experience top priority. By combining these abilities with theoretical information from readings, one guarantees the use of best practices in the operational environment, therefore enhancing visitor happiness and service delivery.
Section 3: Reflection on Organisational Issues
Identification of an Organisational Issue
I saw a lot of communication breakdown in the Food and Beverage (F&B) department throughout my internship, especially between the kitchen and service staff. This problem was particularly clear during busy times when delays in meal orders were often not immediately shared with the waitstaff. One particular incidence happened when the kitchen neglected to notify the waitstaff on the situation after the orders of a big party were delayed. Consequently, visitors were left waiting longer than intended, which affected the general quality of the services.
Impact on Departmental Operations
Departmental performance and workflow were much compromised by the communication breakdown. Slower food delivery resulted from the disturbance of the flow of service caused by the delay in conveying information between the kitchen and the front-of-house personnel. Direct effects on guest service quality and customer satisfaction were dissatisfaction with the waiting time and lack of updates. 
Critical Analysis and Theoretical Perspectives using Gibbs' Reflective Cycle
Description: During a busy service period, I saw a breakdown in communication between the kitchen and the service crew whereby the chef neglected to inform the waitstaff on the status of orders, therefore causing delays and visitor discontent.
Feelings: The lack of communication and the stress the chefs and waiters felt—who were unable to handle the matter—first infuriated me.
Evaluation: Confusion and inefficiency resulted from the inefficient present communication system and lack of defined procedures to update the front-of- house team.
Analysis (Theoretical Perspectives): Using Gibbs's Reflective Cycle, it is abundantly evident that inadequate communication channels caused this failure from theoretical perspectives. Walker (2021) emphasizes the significance of open communication within departments, particularly in hectic times. Martin (2020) also underlines how problems with communication could affect operational effectiveness and performance.
Conclusion: In essence, the inefficiencies were caused in great part by unclear communication methods.
Action Plan: Using a disciplined communication strategy and frequent staff training will help to avoid such problems going forward.
[bookmark: _Toc191635415]Conclusion and Future Action Plan
This placeman has given me insightful analysis of the Food and Beverage (F&B) section, thereby improving my technical understanding and personal growth. Shadowing managers like Julia and Kaispa let me see important communication, team building, and task-management abilities. But I also found organizational problems, especially with communication breakdowns during busy periods.
By participating in training programs and looking for mentoring, I hope to hone my leadership and communication abilities going ahead. I intend to keep learning operational management, particularly in F&B services, and aggressively look for more shadowing chances to hone my practical abilities. These behaviours fit my professional objective of working in the hotel sector as a manager. When I think back on this experience, I see how important continuous professional development is to be handling difficult tasks ahead. Constant reflection and improvement help me to make sure I am ready for positions in the sector ahead.
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