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[bookmark: _Toc228239850]Part 1: Reflective Supervisory Analysis
1.1. [bookmark: _Toc228239851]Introduction 
This is a reflaction based on my personal experience of shadowing a shift supervisor at the Food & Beverage (F&B) department of the Novotel Hotel in Cardiff central. The shading was conducted as per my placement. I took part in daily activities and observed through participation in services in bars, restaurants, kitchen and events activities with team supervisors. This reflection, therefore, focuses on how supervisory parties influenced staff performance, customer satisfaction and operational efficiency. 
For the critical analysis of my experiences, I have adopted Gibbs Reflective Cycle (1988) as presented on figure 1. In this reflaction, I have focused on leadership, communication, and service management within the F&B department. I have also used relevant theories and models such as SERVQUAL model, transformational leadership and Herzberg’s motivational theory to evaluate current practice and propose improvements in the F&B department with action plans. The broad aim of this reflaction is to demonstrate a systematic understanding of supervisory roles and identify strategies to enhance service quality and team performance in hospitality operations. 
Figure 1. Gibbs reflective cycle model (1988)
[image: The Gibbs Reflective Cycle - Free Template Download & Guide]
Source: (Channell,2025)
1.2. [bookmark: _Toc228239852]Description 
During my placement at the Novotel hotel in Cardiff central, I shadowed F&B shift supervisors responsible for overseeing their daily operations, managing of staff and ensuring service quality. Supervisors coordinated team briefings, allocated roles, monitored service flow and handled customer issues. The F&B department operated in a dynamic environment mainly during breakfast service and event. While planning and scheduling were well structured, I observed several service failure. For example, customers often waited at the bar without being served and customised breakfast orders where significantly delayed. Communication gaps between staff and management were significantly evident leading to confusion and inefficiencies in services. The supervisors primarily focused on task completion rather than actively engaging with staff and customers. Although, operational planning was strong at the department, the execution of services lacked consistency, standard and thus customer satisfaction appeared compromised. 
1.3. [bookmark: _Toc228239853]Feeling 
At the beginning, I felt excited to observe a supervisory role expecting to see strong leadership and efficient coordination. However, I became concerned and somewhat got frustrated when I witnessed poor customer service and lack of urgency among the staff members. Watching customers being ignored or them leaving the services due to delay created a sense of discomfort as it contradicted the core hospitality principle of customer satisfaction (Mercier,2023). I also felt that the supervisors had the authority to address these issues but did not fully utilise it. However, I appreciated the structured planning and teamwork during event preparation, which shows that the department is highly potential. This contrast made me reflect critically on how leadership behaviour directly impacts service outcomes. 
1.4. [bookmark: _Toc228239854]Evaluation 
The placement experiences can be evaluated from both positive and negative aspects. Positive aspects of the placement at the F&B can be that there were effective staff scheduling and task allocation by the supervisors and management. There were strong event planning and coordination between the kitchen and management team to organise the event. There was also good level of operational flexibility that allowed staff to work with good level of autonomy. These strengths largely align with service operations theory that emphasises planning and resources management as key requirement for efficiency (Walker et al,2015).
However, negative aspects include poor service responsiveness, lack of supervisory control over staff during service delivery. There was also weak communication between team members and limited staff motivation and engagements. From a supervisory context, the main weakness was the gap between planning and execution which has significantly affected customer satisfaction at the hotel. 
1.5. [bookmark: _Toc228239855]Analysis 
My observational experiences can be critically analysed using management and service theory, the service quality model (SERVQAL) presented on figure 2.  
Figure 2. The SERVQUAL Model 
[image: ]
Source: (Toolshero,2021)
According to SERVQUAL model, service quality depends on reliability, responsiveness, assurance, empathy and capabilities (Jonkisz, Karniej & Krasowska,2021). However, I have found that F&B department showed high level of weakness in responsiveness with delay on service at the bar and during breakfast to serve customers. There was lack of empathy when staff members ignored customers at the bar for services and in restaurants for service of foods. There was also issue of reliability with inconsistency in service delivery at the department. All of these indicates that there is a service quality gap in the department where customers’ expectations are not fully met. 
Looking from leadership perspectives, I see that supervisor demonstrated transactional leadership that according to Jaqua (2021) focuses on task compilation rather than motivating and inspiring staffs to carry out their tasks. Here transformational leadership style would have worked well that according to Bakker et al (2023), encourage, inspire staff engagement towards goals, improve service culture and enhance team motivation. Lack of proper leadership contributed to low accountability and poor service behaviour. 
Staff demotivation can be analysed using Herzberg two factors theory (Nickerson,2025). The F&B staff disengagement largely suggest absence of motivators which are recognition, achievement and responsibility as well as hygiene factors including supervision quality and proper work environment (Nickerson,2025). This clearly explain why employees showed little initiatives to serve customers proactively, refrained from upselling of products and services and failed to improve service quality. 
Figure 3. Herzberg two factors theory
[image: ]
Source: (Nickerson,2025).
From operational perspective, poor communication largely reflects weak internal services. this is largely due to lack of coordination between staff and supervisors which resulted in delayed series, increase errors and resulted customers satisfaction. This is consistent with Service-Profit Chain theory (Figure 4) that suggests that employee satisfaction directly affects customers satisfaction, loyalty and profitability. 
Figure 4. Service-profit chain Model
[image: ]
Source: (Stobierski,2025).
In evaluating supervisory effectiveness, it is understood that a key responsibility of a supervisor is real time service monitoring and intervention (Kidd & Smewing,2010). However, supervisors were found not to actively manage staff performance, failed to address poor services and lack visible leadership on the floor. This suggests that a passive supervisory approach that is highly ineffective in high contact service environment (Kidd & Smewing,2010). 
1.6. [bookmark: _Toc228239856]Conclusion 
The experience in F&B department highlighted that strong operational planning alone is insufficient without effective supervision and leadership during service delivery. The supervisors limited engagement resulted in poor service quality, low staff motivation a reduced customer satisfaction. This reflaction highlights leadership style, communication and employee motivation are critical factors in achieving successful operation. This means a more proactive and transformational leadership approach is needed to bring the gap between planning and execution of works at the department. 
1.7. [bookmark: _Toc228239857]Action plan 
In order to improve supervisors’ effectiveness and service quality, the F&B department would benefit from the following action plans. 
· Adopt transformational leadership by supervisors and actively engage with staff members for better services with motivation feedback and recognition of staff for their contribution. 
· Implement staff training programmes for customer services, communication and teamwork and handling of customers complaints. 
· Introduce customer entered strategies to reduce waiting time and standard of the services and improve personalised customer services. 
· Increase staff motivation through introducing incentive for good performance encourage qualities through rewards and recognising employee for their contributions. 
1.8. [bookmark: _Toc228239858]Conclusion 
From this reflaction of the work placement at the Novotel hotel F&B department, it is understood that communication and leadership is an important element in successful operation of hospitality outlets. Based on the experiences during the placement, I have learned that continued skills development through training is significant to maintain consistency in service standard. Communication is key to manage successful team and right leadership is essential to motivate, inspire employees at work. I have also learned that good team works between department is necessary to bring efficiency in service and much of this depends on supervisors and management capacity in mening work and building effective team though their leadership approach and style. 


[bookmark: _Toc228239859]Part 2: Hotel Mentor Feedback
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[bookmark: _Toc228239860]Part 3: Placement Tutor Feedback 
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[bookmark: _Toc228239861]Part 4: Reflection on Hotel and Placement Tutor Feedback 
[bookmark: _Toc228239862]4.1. Introduction  
This part of the portfolio critically reflects upon the feedback that is received from both my hotel mentor who is the F&B Manager at the Novotel Hotel and my placement tutor at the university. Feedback plays an important role in identifying individual strengths, addressing weakness and supporting continuous professional development mainly service driven businesses such as Novotel Hotel. 
The aim of this reflection is to evaluate the key themes that are identified from both sources of feedback and understand their impact on my performance and behaviour and identify any areas need improvement. With analysis of this feedback, I will develop a clear understanding of supervisory expectations within the Food and Beverage operations and outline practical steps to enhance my skills, professionalism and reediness for a future managerial role. 
[bookmark: _Toc228239863]4.2. Understanding the feedback 
The feedback from my hotel mentor has highlighted number of strengths in my performance within in the F&B department. I was recognised as hardworking individual with capacity of completing assigned tasks effectively. Once given instruction, I demonstrated the ability to carry out duties to the required standard that showed reliability and positive work ethics in me. Moreover, I have showed a basic understanding of service process and was able to deliver food and beverages with reasonable efficiency. 
My mentor (F&B) manager has also identified several areas for improvement. These include my lack of initiatives and eagerness mainly in approaching customers and taking responsibility for tasks. My interaction with gusset were described as minimal that indicate a weakness in customers engagement and service delivery. Furthermore, my technical knowledge of menu items and service stand was considered basic, limiting my ability to provide a high-quality guest experience or contributing upselling. Overall, the mentor has suggested that I have strong potential, however, would need to take greater ownership of my learning and development. 
The feedback from my placement tutor presents a broader evaluation of my performance. One of the key issues that was identified was poor time management as I straggled to maintain the required placement hours due to competing commitments such as university, works and personal responsibilities. My communication was also described as inconsistent mainly in relation to delayed email responses and missed meetings. 
In term of behaviour, the tutor noted that my engagement was inconsistent and I sometimes avoid challenges instead of addressing them directly. This is consistent with Bergdahl (2021), where he pointed out in learning environment of students often plays an important role in their level of engagement and dealing with issues.  However, similar to the feedback of mentor, my tutor also acknowledged that I am capable and professional when engaged and that my recent efforts to take responsibility for computing placement hours demonstrate a positive shift in attitude. 
When comparing both sources of feedback, number of common themes has emerged. For instance, both the mentor and tutor have highlighted my strong practical ability and reliability in completing tasks. at the same time, they both emphasised a lack of initiative, responsibility and proactive engagement as key areas for improvement. My communication also appeared as shared concern from both, whether it is in terms of guest interaction as mentioned or professional communication.  
There were also some differences between these two perspectives. For instance, the mentor has focussed more on operational performances and customer services mainly within the F&B environment while my tutor provided a wider view of my professional behaviour, time management and academic engagement. Both perspectives have therefore provided a comprehensive understanding of my performance. 
[bookmark: _Toc228239864]4.3. Impact of the feedback 
The feedback has supported my understanding better mainly in my ability to perform tasks effectively and work reliability within a team environment. Feedback have confirmed that I have solid operational foundation. According to Dalkhjav, B, et al (2024), feedback essential in hospitality industry to improve personal limitation and contribute for overall good for the business. I have also recognised that I am capable of performing at a professional level when I am fully engaged. 
However, the feedback has also highlighted important weakness that I was fully unaware of. The most significant issues are my lack of proactiveness and initiative. While I was able to identify problems within the F&B context as poor customer services and delays, I did not actively take steps to address these issues.  This according to Clements & Kamau (2018), suggests that I was operating at a task-based level rather than demonstrating supervisory behaviour. 
Feedbacks have also identified weakness in my time management and communication. This has impacted both my placement and my overall development. For instance, missing meetings and delays in communication has limited my access to support and learning opportunities. Similarly, my challenges in balancing commitments reduced my exposure to different operational areas within the hotel. 
All these insights can be directly linked to my personal experiences. For example, I have observed situations where customers were left waiting at the bar or experienced delay in services, yet I did not intervene or take initiative to improve the situation. This therefore reflect the feedback regarding my limited engagement and lack of leadership attributes. 

The feedback has shifted my overall understanding of works in the F&B department. For instance, I am now more effective in hospitality services. I have become more proactive about completing tasks, taking initiatives, engaging with customers and contributing to service quality. My development has made me confident to take up at least a supervisory role in future as according to Carlo et al (2024), supervisory roles require a proactive mindset, strong communication and the ability to take responsibility for both team performance and customers satisfaction. 
Page 2 of 2

[bookmark: _Toc228239865]4.4. Action Steps for growth 
Based on the feedback from both my hotel mentor and placement tutor, it is understood that my development needs to focus becoming more proactive, organised and customer focused. The actions identified are designed to address the key gaps in time management, communication, initiative, technical knowledge and problem solving. 
Instead of making general improvements, this plan translates the feedback into specific, measurable and realistic steps that can be applied in future placements and employment. Each of these actions aligns with supervisory expectations in the food and beverage department and aims to support my progress from a task-oriented employee to proactive supervisor.  
	Development Area 
	Specific Action 
	How it will be implemented 
	Timeframe 
	Expected outcome 

	Time management 
	Improve scheduling and prioritisation 
	I shall use weekly planner and digital calendar to allocate time for placement, study and my works 
	Immediate and ongoing 
	Consistency in attendance, completion of required hours, improve reliability 

	Communication skills 
	Enhance professional and guest communication 
	I shall practice responding to emails withing 24 hours
Attend all meetings 
Practice active guest interaction daily 
	Immediate and ongoing 
	Improve professionalism, stronger relationships with team guests 

	Proactiveness & Initiatives 
	Take ownership during service 
	Approach guests without being asked volunteer for tasks, support team during busy periods 
	Within 2-4 weeks 
	Increased confidence, visible leadership behaviour 

	Customer service skills 
	Improve guest engagement and service quality 
	I will practice greeting guests, handling requests and offering personalise service
	Ongoing 
	High customer satisfaction and better service delivery 

	Technical knowledge 
	Strengthen menu and service knowledge 
	I shall study menu, allergens, and services standards outline shifts, shadow experience staff. 
	Within 1 month 
	Improve confidence in service and ability to assist customers effectively

	Professional responsibility 
	Increase accountability and engagement 
	I shall attend all scheduled sessions, track progress weekly and set personal performance goals 
	Immediate and ongoing 
	Greater consistency, improved discipline, and stronger work ethics 

	Reflective practice 
	Continuous evaluate performance 
	I will practice use of different reflective models to assess own strength and weaknesses for personal improvements 
	Ongoing 
	Continuous and professional development 



[bookmark: _Toc228239866]4.5. Link of action plans to career development
The above action plan directly supports my long-term goals of progressing into a supervisory and managerial role within hospitality businesses. Through improving these skills and key areas of capacity, I shall better equip myself to lead a team effectively, deliver high quality customer services, manage operations efficiently and continue to organise success. Overall, these steps shall help me to transition from a reactive them member to a proactive and competent future leader in food and beverage operations. 
[bookmark: _Toc228239867]5. Conclusion 
This portfolio of reflection has successfully provided valuable insights into my performance during my placement in the food and beverage department at the Novotel hotel. The feedback from both my hotel mentor and placement tutor has highlighted that although I possessed strong practical skills and solid work ethics, I need to improve my initiative, communication and time management. 
The process of analysis of this feedback has largely helped me to recognise the significance of moving beyond task compilation and developing more proactive, responsible and customer-oriented focus approach. It has also emphasised the expectations associated with supervisory roles in hospitality. This reflection has defined clear areas for personal and professional growth. I am therefore committed to applying these lessons in future placement and roles with the aim of developing myself as an effective confident hospitality professional. 
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Tutor Feedback

Student Name: Maruf Rahman

Student ID: 2311256

Time Management

Maruf has faced ongoing challenges with time management throughout this
placement. Factors such as a long commute, external work commitments, and time
off due to injury have impacted his ability to maintain a consistent average of 16 hours
per week.

As a result, Maruf has struggled to keep up with the required placement hours and is
currently working to recover this time. It is positive to see that he has recently taken
responsibility by arranging a full working week and taking leave from his job in order to
catch up. This demonstrates an awareness of the situation and a willingness to address
it.

However, throughout much of the term, Maruf has found it difficult to prioritise his full-
time university commitments alongside his other responsibilities. His working pattern
has been restricted, which has also limited his exposure to different areas within the
placement.

From a tutor’s perspective, Maruf’s engagement with scheduled meetings has been
inconsistent, and attendance at one-to-one sessions has been poor. Moving forward,
stronger planning, prioritisation, and a more consistent approach to managing his time
will be essential in order to successfully complete the placement and gain maximum
benefit from the experience.
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Communication

Maruf’s communication throughout the placement has been inconsistent. While he is
professional and responsive during live discussions, such as on Teams, his
communication via email has often been delayed, with responses sometimes taking
several days or longer.

He has also missed a number of scheduled meetings, which has limited opportunities
for support and guidance. Improving communication in these areas will be important,
particularly in ensuring that any challenges are addressed promptly.

Maruf would benefit from being more proactive in communicating any difficulties he is
facing, whether related to place\ment hours, shifts, or academic work. Maintaining
regular and timely communication is a key expectation within both academic and
professional environments.

Looking ahead, developing a more consistent and reliable communication approach
will support Maruf in managing his responsibilities more effectively.
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Behaviour

Maruf has demonstrated a mixed level of engagement throughout his placement. At
times, he has shown a tendency to withdraw from challenges rather than address
them directly, which has impacted his overall progress and experience.

However, when present and engaged, Maruf demonstrates the ability to be a capable
and professional member of staff. He is able to carry out the required tasks effectively
and contributes positively within a team environment.

His recent efforts to take greater responsibility for his placement hours are
encouraging and suggest a shift towards a more proactive approach. Building on this
momentum will be important as he continues to develop.

Moving forward, Maruf will need to show greater consistency in his engagement,
reliability, and overall approach. Taking a more proactive stance and fully committing
to the placement will allow him to gain significantly more from the experience.
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Problem-Solving

Maruf has shown that he possesses the practical ability to perform well within the
placement environment. When on shift, he is able to manage tasks effectively and
demonstrates a solid understanding of operational requirements.

However, his overall approach to problem-solving has at times been limited by a lack
of proactivity. Avoiding or delaying engagement with challenges has reduced
opportunities for development and learning.

His recent decision to take action in addressing his placement hours shows a positive
step towards taking responsibility and resolving issues. Continuing to adopt this
mindset will be important in strengthening his problem-solving capabilities.

Looking ahead, Maruf should focus on developing a more proactive approach when
faced with challenges, seeking support when needed, and taking early action to
prevent issues from escalating.

Maruf is a strong student in practical terms, but he will need to improve how he
manages and balances his time across university, placement, and personal
commitments. By developing greater organisation, communication, and engagement,
he will be better positioned to succeed both in his placement and within the wider
hospitality industry.

Tutor: Daniel Payne
Signature: Daniel Payne
Date: 14" April 2026
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