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Introduction
My experience in shadowing a supervisory position in the F&B department of Premier Inn Millennium Bridge hotel has certainly been a rewarding one. I was able to watch and learn in a fast-paced environment and witness how a guest service takes place. My tasks included learning by watching and I was present in every briefing down to the closing remarks for the day. The menu was pre-determined, stations were assigned to the best of the employee’s capabilities and their expectations were also discussed.
I will be using Gibbs model of reflection to look back upon my experience. This model divides my experience into 6 points (Description, Feelings, Evaluation, Analysis, Conclusion and Action Plan). It encompasses all the steps that would help aid me recall my experience accurately. Therefore, I believe this model is perfect as it showcases my strengths, details my experience and also pinpoints areas where I should work on.  
[bookmark: _Toc158996097]Section 1: Reflection on Experience and Personal Development
During my shadowing, I can vividly imagine the hustle and bustle inside the department. Seeing them in action was a work of art. Their focus on every intricate detail even in peak rush hours and the focus on hygiene really stood out to me. Truly every detail mattered to them and guest satisfaction was priority number one. Every dish prepared was taste tested, portion sizes were compared and consistency was ensured so as to check if it was up to the hotel’s benchmark and was plated exquisitely. Orders being called out were verbally acknowledged by the whole team and no man was left on his station alone. Teamwork truly did make the dream work! (Moore et al 2020). Any setback was catered to immediately and no station was left alone. Despite the large number of orders, cleanliness was focused upon and food wastage as kept to a minimum. 
[bookmark: _Toc158844797]It was clear that the tone was set for the day, hours before the service was opened. The team had been briefed about their responsibilities clearly and safety measures were reiterated time and time again. The menu was discussed and each team member was assigned to their respective stations and to begin prepping. These team briefings helped the employees feel a sense of bonding and emphasized the need to work together. (Lee et al 2018)
Shadowing a supervisor, I certainly felt anxious watching how swiftly I needed to react to certain situations. As within any service industry, customer complaints are inevitable and need to be handled effectively. (Mohd Shahril et al 2022). Watching the supervisor handle complaints, I felt a sense of adoration on how briskly they were able to handle those complaints as well as manage the entire team. It helps to notice how the supervisor was adamant on transforming this negative experience into a positive one for the customer. Customer satisfaction was the cornerstone of the whole operation (Saucedo-Martínez et al., 2018). In that moment I felt the weight of the responsibility on my shoulders. However, it wasn’t all just anxiety. I felt the need to prove myself as well in that position and excitement too mixed in with the flurry of emotions I was experiencing in that moment. 
[bookmark: _Toc158996098]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The F&B industry demands someone who can handle the hustle. It’s fast-paced and requires someone reactive according to the situations. Communication plays a vital role and this skill was not reserved just for someone in the supervisory position. Everyone in the team was required to have their own voice and speak without conflicting information. Clearly communicating the status, helping each other, fostering empathy and collaboration was the recipe for structured work environment which translated to an unforgettable experience for the customers. 
[bookmark: _Toc158996099]Section 3: Reflection on Organizational Issues
There were both positive and negatives of the whole process that I was watching. I noticed that apart from the necessary work-based skills that were required, communication too went a long way in that noisy atmosphere. The supervisor was required to make sure that they were heard and responded back to. Moreover, performance had to be measured throughout of every member and any faults needed to be corrected asap. It wasn’t all rainbows and sunshine as I noticed several challenges within the team.
Firstly, the team was understaffed. In peak hours like these, morale was low as employees were overworked to delivering to the best of the expectations. (White et al 2020). While they were trying their best not to compromise on guest satisfaction, it was clear something was missing with every complaint that was registered. Secondly, the trainees added onto the strain of the service (Zervas et al., 2017). Continuity was not being able to be achieved and someone had to pick up on someone else’s shortcomings. Lastly, worker turnover was something that wasn’t being able to be controlled. Several employees failed to handle the heat of the situation and would leave even before the training session had been completed. 
The understaffing and trainee problem could be fixed by tapping into local culinary school graduates who would be willing to work in such an environment. These collaborations would help allow a seamless transition and mistakes would be avoided since trainees would be exposed to such an environment beforehand. Similarly, internships can be offered in such departments allowing students to gain a more hands-on approach of how a service usually takes place. To add onto that, training could be provided beforehand that covers the technical skills required and dedication expected from the employees. (Vaida et al 2021). Worker turnover can also be tackled using Herzberg’s Two factor theory which states that different motivators decrease labor turnover. (Alshmemri et al 2017)
[bookmark: _Toc158996100]Section 4: Future Action Plan
These insights will prove to be extremely valuable to me as I had the opportunity to physically incorporate myself in that environment. I was able to pinpoint my weaknesses and specify areas I lacked upon which included attention to detail and resolving conflicts arising on the spot. To cater this and do better I plan to:
1. Attend different workshops so that I can develop a mindset of someone who leads.
2. Network with individuals within the same industry so that I can pick on their minds and what truly sets them apart from the competition. (Majid et al 2019)
3. Read and consume material about different trends emerging in the industry so that I can stay ahead of the competition. 
[bookmark: _Toc158996101]Conclusion
[bookmark: _Toc158844801]My background with the culinary education as well as my previous experiences helped me prepare for such an experience. However, being physically present in such a scenario only increased my level of learning. As emphasized by (Abuzandah et al 2020), learning by hands-on-approach is the best way to gain experience. Through this experience, I also understood the core value that kept everyone together; teamwork. It was the sole reason how even with the backtracking and challenges, the team was able to deliver a good performance. Absolutely no one was left behind.


[bookmark: _Toc158996102]References
Abuzandah, S., 2020. Learning by doing. Kansas State University, USA.
Alshmemri, M., Shahwan-Akl, L. and Maude, P., 2017. Herzberg’s two-factor theory. Life Science Journal, 14(5), pp.12-16.
Lee, W.S. and Moon, J., 2018. Restaurant internationalization and the top management team. International Journal of Hospitality & Tourism Administration, 19(4), pp.397-415.
Majid, A., Yasir, M., Yousaf, Z. and Qudratullah, H., 2019. Role of network capability, structural flexibility and management commitment in defining strategic performance in hospitality industry. International Journal of Contemporary Hospitality Management, 31(8), pp.3077-3096.
Mohd Shahril, A. and Abdul Aziz, Y., 2022. Customer Complaints and the Effectiveness of Service Guarantees in the Hotel Industry. Tourism and hospitality management, 28(2), pp.397-418.
Moore, V.J., Prewitt, E.M., Carpenter-McCullough, A.J. and Whitworth, B.A., 2020. Teamwork Makes the Dream Work. Journal of College Science Teaching, 49(3), pp.38-46.
Saucedo-Martínez, J.A., Pérez-Lara, M., Marmolejo-Saucedo, J.A., Salais-Fierro, T.E. and Vasant, P., 2018. Industry 4.0 framework for management and operations: a review. Journal of ambient intelligence and humanized computing, 9, pp.789-801.
Vaida, S.E.B.A.S.T.I.A.N. and Șerban, D., 2021. Group development stages. A brief comparative analysis of various models. Studia Universitatis Babes-Bolyai, Psychologia-Paedagogia, 66(1), pp.91-110.
White, T., 2020. The effects of employee engagement and morale on workforce retention.
Zervas, G., Proserpio, D. and Byers, J.W., 2017. The rise of the sharing economy: Estimating the impact of Airbnb on the hotel industry. Journal of marketing research, 54(5), pp.687-705.

image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




