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Introduction
The hotel for placement is Outram 26, located in Stockton on Tees, at walking distance from city center. Outram 26 is opening a new hotel in London during this time. Mary, the owner, has adapted the concept of “home feeling” by offering to customers unique experiences using fresh flowers for every arrival, coffee and tea in jars with unlimited use, floral aromas for guest rooms, laundry and self-service kitchen (Outram 26, 2024). The following reflective essay purpose is to reflect my expectations versus my experience in food and beverage operations within the placement, customer service, highlighting the importance of food and beverage department alongside work-based skills and technical knowledge that help exceeding customer expectations. The model of reflection chosen is Gibbs and the reasons behind the above decision will be exemplified in the following paragraphs.
Reflection on Experience and Personal Development
Gibbs, model of reflection is known as being a form of framework that analyze experiences in a specific order, more exactly in six stages, beginning with description, followed by feelings, continued by evaluation, analysis, ending in conclusion and future action plan
My first assigned placement was in Sunderland at Holiday Inn, however, based on the circumstances discussed with my lecturer, i received the opportunity to search for a different place to begin my placement. While waiting for a new placement, i begun creating my expectations for the new placement, imagining myself as waitress as i am used to work in a fast-paced environment in hospitality. Although Outram 26 does not have a food and beverage department, the hotel is going above and beyond to comfort customers and ensure a high-quality service. The hotel owns a kitchen that customers can use, fridge, cutlery, cabinets, pans, hob, microwave, cups and all the essentials that can be found in a perfect home. As a touch for customers, every arrival benefit of biscuits and sweets already arranged into the rooms as a warm welcome. During shifts i had the opportunity to see how polite and educated guests are with the goods of the hotel. It is different from a regular hotel, however, very clean and tidy to ensure customer satisfaction with the services offered. As suggested by Zaibaf, Taherikia and Fakharian, 2013, cleanness impacts directly the guest experience and turnover as cleanness reduces stress, increases comfort and wellbeing. “Acting as an ambassador for the University” (ASET, 2017), i gave my 100% in all the activities and tasks that i have been assigned to complete by the employer Mary. Using Gibbs model (1988), i felt proud to see that i exceeded employer expectations with various tasks and my level of self-esteem increased when Mary showed her appreciation. 
Critical Analysis of Work-Based Skills and Technical Knowledge
According to Vallen and Vallen, 2014, quality service in managing guest operations within all industries should be considered a basic commodity achieving customer needs, suggesting that “we are in the people business” (Vallen and Vallen, 2014). The same source sustains that successful management in guest operations includes the executive attention directed towards employees and their actions around guests and for the customers. Analyzing the work-based skill required within food and beverage department, i learned through most of the modules that employees have different soft and hard skills, however, the required hard skills needed are explained through training and practice on the workplace. Considering the experts opinion of Cetin, Demirciftci and Bilgihan, 2016, distribution channels, revenue, capacity, bookings and all the operations including food and beverage are connected through technological factors, meaning that communication is made towards systems sustaining that all the above require employee skills to ensure a smooth journey for customers and high turnover. As the hospitality industry is highly competitive, technology trends became essential for the businesses as being one of the best options for keeping up to date with the changing current situations (Barten, 2024). The source suggests that COVID-19 speeded various processes for technological development and certain behaviors in customers and employee expectations. I agree, as during pandemic orders were placed using barcode scan present at the table, while the order was received directly by food and beverage departments till. I know my abilities in the food and beverage department, however, i was unable to exceed customer and employer expectations on this side as no department for food and beverage was present at the location.

Reflection on Organizational Issues
Although i was unable to find multiple issues, it is understandable that without the food and beverage department, competition for Outram 26 is higher as most customers prefer a hotel with such a department. Through one of the conversations with owner Mary, i understood that she places the comfort of customers first, before her needs as a business, suggesting that she is recommending to customers closer hotels with food and beverage departments to ensure that customers will enjoy their stay in Stockton on Tees. After the above conversation with her, i reflected deeply on her words and i am learning that having customer first attitude comes with certain sacrifices behind the scenes. As suggested by Propeller, 2020, in our days is hard to create and mantain a personalized experience, confirming that owners must find their valued proposition through impeccable customer service. Applying the above to Outram 26, customers of the hotel have personalized experience through small gestures such as biscuits, fresh flowers and unlimited hot beverages such as coffee and tea.
Future Action Plan
I am intrigued by this type of hotel and one of my future action plans is to be part of the Masterclass of Airbnb from Udemy, 2024, with the intention to find how to connect a specific restaurant or catering business to Airbnb as a partnership. The above will allow me in the future to explore and express my opinion in similar situations as Outram 26 experience. On same side, i will increase my understanding about food and beverage license using Airbnb, 2024 through Help Centre by understanding base principles for this category of hotels in departments that involve food and beverage. Using Slow Food, 2024, i discovered that Airbnb works with the above to deliver experience for guests regarding food and beverage. My plan includes detailed knowledge on how Airbnb works with Slow Food, circumstances and exceptions. 
Conclusion
Considering personal and vocational development, my placement is different than expected, however, i had the opportunity to learn new ways of personalizing guest experiences and level of satisfaction. The type of hotels like Outram 26 have high competition as no food and beverage department is in place, becoming a challenge to retain customers that are searching for the above facilities, although owner Mary is doing maximum sacrifices in recommending a different hotel other than hers. Her small gestures with unlimited coffe and tea, biscuits and sweets awaiting in guest rooms are part of Outram 26 personalized experience. Knowing the above, as part of my future action plan, i will enhance my knowledge and discover the connections that can be made within food and beverage and Airbnb. My action plan will improve my work opportunities and future career.
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