


BMIH 6002
Hotel Placement
Managing food and Beverage Operations
Level 6

Carmen Dragu
2117510
Daniel Payne





Table of Contents
Introduction	3
Section 1: Reflection on Experience and Personal Development	4
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	4
Section 3: Reflection on Organisational Issues	5
Section 4: Future Action Plan	6
Conclusion	7
References	8



[bookmark: _Toc166761316]Introduction 
Management is considered to be a process that is designed to accomplish organisational objectives (Denning, 2023). Marriott was founded by J. Willard and Alice Marriott in 1927 (Marriott, 2024). The Cardiff Marriott offers a range of food and beverage (F&B) options at Browns Restaurant, The Ivy, Mowgli Street food, Café citta, Ty Madeira, The Botanist, Pasture, Deli Fuego, and so on offering excellent food, craft beer, wine, and others (Marriott, 2024). Gibb’s reflective model will be used to reflect on personal experience. 
Learning objectives for placement: 
· Developing exceptional guest service skills
· Mastering core food and beverage techniques
· Demonstrating a strong understanding of F&B operations
· Expanding knowledge of menu offerings
· Enhance communication, teamwork, and technical skills 


[bookmark: _Toc166761317]Section 1: Reflection on Experience and Personal Development
Description: Following my initial week learning the ropes in Marriott's food and beverage department I had the opportunity to shadow my supervisor, a seasoned leader in the team. experience enacted as a true I opener as it helped me to witness first-hand the responsibilities and complexity of a supervisory role.
Feelings: Throughout the day I was both overweight and excited. Observing my supervisor, I was capable of navigating through a bustling lunch service that helped me to feel a surge of respect for their ability to multitask seamlessly and calm demeanour. However, I was also able to recognise the constant pressure to ensure smooth operations and address unexpected situations while managing staff efficiently.
Evaluation: Shadowing a supervisor helped me to reveal the crucial link between guest service excellence and technical knowledge. It helps to handle guest inquiries and defuse tense situations with professionalism and empathy. This experience helped me to highlight the importance of continuous personal and vocational development. My previous industry experience also provided a foundation in food service wherein I realised effective communication is quite vital as it helps to coordinate with the support staff, servers and chefs. As stated by Mukhiddinova, Sodiqova and Jurayeva (2021) developing communication skills helps to avoid conflicts and ensure better decision-making. Moreover, I realised fostering a collaborative environment helps every individual to ensure that work is being performed cohesively towards a common or shared goal. Through my learning experience, I have realised that supervising a busy F&B team requires exceptional organisational and time management skills. As per Wilson, Joiner and Abbasi (2021) time management skills help to analyse tasks and schedule completion to ensure more crucial planning skills and a better understanding of responsibilities. Delegation prioritisation and maintaining a cool head are of utmost importance under pressure to help an individual excel. Emotional intelligence and leadership are other vital skills that help to foster a positive team dynamic through constructive feedback clear communication and recognising the contribution of team members.
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Analysis: Shadowing the F&B department at the Marriott helped me to solidify the importance of a strong balance between work-based skills and technical knowledge in exceeding guest service standards. Technical skills generally vary across industries and are referred to as the competencies or skills required to perform job-specific tasks (Marr, 2022). I understood that mastering food preparation and menu intricacies is the ability that helps to translate knowledge into exceptional guest interactions thus elevating their experience. For example, a guest had asked me about gluten-free options. My technical knowledge of menu ingredients came into play and helped me to identify suitable dishes. However, it was my workplace communication skills that helped me to impress as I actively listened to the concerns to offer customisable celebrations. Effective communication skills are crucial as they help to gain happiness and success in both personal and professional life (Brower, 2023). This personalised approach helped me to offer a moment of genuine care ensuring a positive long-lasting impression. 
Furthermore, the team had also encountered a delayed dish or misplaced order that highlighted the absence of coordination between servers, runners and kitchen staff. It had disrupted the entire team flow wherein I realised swift order fulfillment and timely delivery is important. It also helped me to understand the essence of teamwork for maintaining a smooth operation that contributes directly towards guest satisfaction. Teamwork refers to the process of creating an environment where individuals feel that their voices are heard and that they are comfortable to raise concerns, ask questions, or even share ideas (Collis, 2023). 
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Conclusion: Reflecting on my experience in the food and beverage department at Marriott I am quite proud that I have made progress in my guest service and culinary skills. On the contrary, I have also identified the organisational issues that have impacted the overall performance. Communication gaps between wait and kitchen staff had impacted the guest service leading to quality issues due to order mistakes and delays which frustrated guests. As per Sperlea, Heider and Hattab (2022) Shannon Weaver's model of communication includes the stages of source, transmitter, channel, receiver, and destination. According to this model, an information source sends a message through a transmitter and then through a channel to reach the receiver who decodes before reaching the destination. Hence, to address this issue I would propose implementing a digital order confirmation system. This will help to ensure that the kitchen staff receive precise orders directly which helps to minimise errors. Belbin’s team role proposes the nine major steps of investigator, plant, monitor, shaper, specialist, teamwork, coordinator, implementer, and finisher (Belbin, 2024). Hence, exploring the theory during training would help in fostering open communication through short pre-shift briefings might also help to highlight the specific requests and menu changes thus improving team coordination.
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	Specific 
	Measurable 
	Achievable
	Relevant 
	Time Bound 

	To develop communication skills 
	Increased average guest satisfaction score by 5%
	Participate in active listening training offered by Marriott.
	Improved guest experience and trust.
	4 months 

	To gain teamwork skills 
	Monitoring whether a 10% reduction in service wait times during peak hours has been achieved 
	Attend departmental huddles and actively participate in brainstorming solutions.
	Enhanced efficiency and a supportive work environment.
	3 months 

	To enhance task management skills 
	Reduced missed deadlines for restocking supplies by 50%
	Participate in online time management workshops offered by Marriott.
	Improved efficiency and reduced stress.
	5 months 

	To attain menu expertise 
	Increased menu knowledge score by 80% on a self-assessment quiz created with my manager.
	Participating in daily menu briefings with an increased focus on preparation methods and ingredients.
	Expanded guest knowledge and enhanced confidence when recommending dishes.

	6 months 

	To excel in guest service 
	Measuring whether a 10% increase in positive guest comments has been achieved
	Practising personalisation techniques like remembering guest names and preferences.
	Increased guest satisfaction and long-lasting positive impressions.
	6 months 


Table 1: SMART Plan 
(Source: Created by the learner) 
The action plan directly addresses my vocational and personal goals by honing teamwork, communication and time management which are essential skills across all careers. Within the F&B industries mastering menu or excellent guest service is considered to be a crucial aspect of career advancement. Hence, accomplishing these SMART goals will help me to gain guest trust, demonstrate initiative and become a valuable team member thus contributing to a strong foundation for professional growth within Marriott and beyond. 
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On a concluding note, shadowing my supervisor at the Cardiff Marriott has helped me in enhancing my work-based skills, technical knowledge and a better understanding of the guest service standards. This experience also helped me to underscore the importance of effective work leadership and communication. As per the learning log, personal and vocational development are quite essential to shape my future career aspirations within the F&B industry thus fostering a foundation for continuous excellence and growth.
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