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[bookmark: _Toc200566999]Introduction
The 4-star rated Belton Woods Hotel, Spa & Golf Resort in Grantham offers visitors opulent hotel accommodation, beautiful golf courses, spa facilities, as well as great facilities for conferences. This hotel provides premium hospitality experience to business as well as leisure guest. My placement was in the Food & Beverage department, involving the activities regarding breakfast and lounge service. The buffet breakfasts, light meals and beverages in the lounge and a comprehensive bar menu are also delivered by the department. Service is guest-driven with a focus for improving timely, attention and personable interactions.
Objectives
· To help develop strong guest interaction in addition with the communication skills within a hospitality setting.
· To understand the importance of time management following with the teamwork in a high-pressure service environment.
· To observe and reflect on the presence of supervisors and their role and influence on team performance as well as guest satisfaction.
[bookmark: _w16kj1ib080x][bookmark: _Toc200567000]Section 1: Role Reflection (Gibbs’ Reflective Cycle)
Description
For my Level 6 placement I was at work as F&B Assistant in the breakfast and lounge service area at Belton Woods Hotel. My responsibilities were to prepare the buffet, deliver food and beverages, clean tables, communicate the guests’ preferences to the kitchen and operate the Point of Sale (POS) system (Milwood et al., 2022). My supervisor used to delegate various tasks and make snap decisions during peak service times which I would see.
Feelings
In the beginning, I was confident that I had the skills to produce quality service, but I was anxious about managing time and giving sufficient attention to the necessary tasks during busy breakfast shifts. I was ready to help properly and at times hesitated when taking independent decisions without supervisor guidance (Bassot, 2024).
Evaluation
Strong leadership was put to the test on a loud Saturday morning. The inefficiencies, however, were quickly noticed by our supervisor and staff roles were reassigned to streamline our service. From this decision, the workflow was improved, and the guest wait time was also decreased. Another incident was reported about another guest complaining that their coffee was cold. I told the supervisor, and they managed it wonderfully, addressing it without making a fuss and even giving us a free replacement to make the negative experience a positive one (Wood, 2013). In these scenarios, it was important to see how important teamwork and communication, as well as, service recovery strategies are, in creating hospitality.
Analysis
Effective supervision and adaptive problem solving were shown to have an impact through these experiences. Responsive guest satisfaction is directly correlated with service quality. Effective leadership models highlight that my supervisor can reorganise quickly and remain calm which corresponds with coaching type of leadership and democratic style (Sehgal, 2023). While I also realised the capacity that I held as a food and beverage manager, in terms of administrative systems such as PMS or CRM and worked within their limitations, as my exposure was primarily to the POS.
Conclusion
I knew my strengths were punctuality, communication and team spirit that positively contributed to the guest experience. Though I know lots of things can be done, I lack confidence in being the person to make independent decisions under pressure.
Action Plan
To assist my learning, I will enrol in a customer service workshop to help me feel more confident in my guest interactions. In addition to this, I will shadow a supervisor for the entire shift to become familiar with the different leadership and delegation techniques. Moreover, I will practise time management in simulated high-pressure scenarios (Reynolds et al., 2021). It will help me be better prepared for these positions in Food & Beverage operation positions of supervision in the future.
[bookmark: _266iyng1bb1y][bookmark: _Toc200567001]Section 2: Discussion of Key Hotel Administration Issues – Training
At Belton Wood Hotel, there was only one administrative issue that I observed and that was, inconsistency of the level of staff training in the Food & Beverage department. When I started, I was just one of the new team members who received extraordinarily little formal training. Following experienced staff was helpful in part, when onboarding procedures were not standardised, it often led to confusion, delays in service and inconsistent guest experiences (Reynolds et al., 2021).
Service quality and operational efficiency are always key in hospitality, and it is important to train effectively as guest expectations are quite high in this industry (Johnston et al., 2012). Operational inefficiencies, low staff morale and dissenting opinions from staff members towards guests are created by training gaps. I observed that during peak breakfast services, more inexperienced staff need to constantly consult supervisors which slowed down service and increased the pressure on the team.
From a theoretical perspective, Structured, ongoing training raises employee confidence, helps in retention, and improves service delivery. On the contrary, informal, or reactive training approaches as seen in my placement allows operational risk to proceed and lack consistency. During a shift, it was evident how a new team members lack of knowledge about allergen protocols created a real possibility of a true safety concern before a supervisor corrected it.
Looking at this issue within the Personnel Resourcing and Development module, I realise that structured induction programmes, continuous professional development and performance monitoring have been discussed in the coursework (Ghani et al., 2022). Training strategies that are effective enable linking of employee performance to the goals of the organisation and facilitate talent development.
To address this, Belton Woods could establish a formal training framework for its employees, whereby a training file for each employee details their responsibilities and role, service standards and food safety procedures (Casado, 2012). Seasonal or part time staff could be able to maintain ongoing improvement and adaptability with regular feedback sessions and regular refresher training.
The training issue I have observed plays a critical role of how HR planning and development is impacted to provide support for operational success. It addresses solving this issue can help to significantly improve guest satisfaction, staff confidence and overall departmental performance.
[bookmark: _90rpc9kins1g][bookmark: _Toc200567002]Section 3: Future Trends in Hotel Administration
Technology advancements and changing consumer expectations are rapidly changing the hospitality industry with respect to technology in Food & Beverage (F&B) operations. Integration of digital ordering systems and mobile payment platforms is one of the most prominent trends that aim to increase service speed, accuracy, and guest satisfaction.
In Belton Woods Hotel, traditional service methods were the dominant service methods and technology was used to only not beyond the POS system. Despite this, in peak times like breakfast service it was clear that adding self-order kiosks or mobile pre-order could help to take pressure off staff and reduce waiting times. These kinds of tools not only simplify the service, but it also lets guests have control over their dining experience, reflecting the trend for personalisation and convenience.
Moreover, consumers are more and more driven in their expectations by digital fluency and rapidity. Ultimately, team members in the F&B sector need to be able to put to use what guests now expect: efficient service, without waiting and instant communication (Bardi, 2010). Technology with implications for consuming, conveying preferences, tracking meals, and providing feedback can improve the dining experience as a whole.
Although these advancements have benefits, they must also be implemented and staff trained carefully. What I have learned from my experience is the limited exposure to tools of this nature meant many staff members were not prepared for digital transitions (Fallon and Rutherford, 2010). This demonstrates the necessity for strategies forward looking whereby technological integration is coupled with workforce development.
Digital tools can have meaningful impact on improving efficiency and guest satisfaction of F&B operations. Nevertheless, the success of adoption depends on the balanced emphasis of system usability and comprehensive staff training.
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Belton Woods Hotel allowed me to gain knowledge into guest service delivery, teamwork, and the daily operational challenges. I mostly achieved all of my learning objectives, especially communication and understanding of supervisory roles. There is still room for growth in decision making and time management, however, this experience has created the passion and the attentiveness to propel my professional growth within hospitality.
[bookmark: _i2n0nvcolkex]

[bookmark: _ito73uwolzxb][bookmark: _Toc200567004]References
Bardi, J. (2010) Hotel Front Office Management. London: Wiley.
Bassot, B. (2024) The reflective journal. Bloomsbury Publishing.
Casado, M. (2012) Housekeeping Management. London: Wiley.
Fallon, M. and Rutherford, D. (2010) Hotel Management and Operations. London: Wiley.
Ghani, B., Zada, M., Memon, K.R., Ullah, R., Khattak, A., Han, H., Ariza-Montes, A. and Araya-Castillo, L. (2022) Challenges and strategies for employee retention in the hospitality industry: A review. Sustainability, 14(5), p.2885. DOI: https://doi.org/10.3390/su14052885 
Johnston, R., Clark, G. & Shulver, M. (2012) Service Operations Management: Improving Service Delivery. 5th Ed. London: Pearson.
Milwood, P., Hartman-Caverly, S. and Murray, S. (2022) A Pop-up Restaurant Business Guide for Capstone Hospitality Entrepreneurship Education. Pennsylvania State University. 
Reynolds, D.R., Rahman, I., and Barrows, C.W. (2021) Introduction to hospitality management. John Wiley & Sons.
Sehgal, N. (2023) Organizational behaviour: Theory and practice. Academic Guru Publishing House.
Wood, R.C. (2013) Key Concepts in Hospitality Management. London: SAGE Publications Ltd.
4
