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Introduction
Delta Hotels Tudor Park Country Club, a prestigious hotel and country club of Kent, UK has outstanding Food and Beverage (F&B) operations, including fine dining restaurants, banqueting facilities. As a part of my 10-week placement at F&B desk, I assumed a supervisory role, overseeing the management of the food service, beverage operations and guest engagements. I will use Gibbs’ Reflective Cycle (1988) to investigate how this experience facilitated growth of my work-based skills, technical knowledge and guest service standards.
Learning Objectives for the Placement:
· To improve my capacity to direct F&B operations properly under supervision.
· I will develop effective communication and teamwork skills to meet guests’ expectations.
· Technical knowledge of food service and beverage standards lustre in luxury hotel.
· Gain critical skills in organisational challenges and providing practical solutions.
· I will be prepared for future employability in the hospitality industry through reflective practise.
Reflection on Experience and Personal Development
Description
As an F&B shadow at Delta Hotels Tudor Park Country Club, I worked as a waiter in setting up tables, polishing cutlery and helping with coordination during busy banquet hours, fully immersed in the operational rhythm of a full-service Food and Beverage (F&B) operation. Once, a critical incident was when a guest complained about a slow food service during peak banquet and demanded immediate actions to deal with the situation so as to ensure guest satisfaction. This is the moment that I tested myself how to manage under pressure within a luxury hospitality setting. I learned in this that you should anticipate the operational bottlenecks and that you communicate well when your team is under stress. Finally, we docked the service with the kitchen and service staff and sped up the service enough to mitigate the guest’s frustration, though not entirely. Currently in the future, I have a plan to actively call the kitchen team ahead of train time to avoid a repeat of the same and for a smoother service flow and a better guest experience overall.
Feelings
At the outset, when I was first given the task, I was nervous and high pressured, because the guest could easily turn on me and leave my team at my mercy should I fail to deliver because I did not know how to handle him. Collaborating with the kitchen and service staff to remedy the situation as it happened, I grew to be more at ease and self-assured, trusting in my capability to be composed and play my part in the workplace.
Evaluation
This has been a highly valuable experience in immediately taking those sharpening edges off of my direct communication and task management skills in ways similar to the table setting reflections that have been given as examples. However, it showed my capacity to deliver under stress but exposure a deplorable lack of judgement that could lead to quicker decisions. Unexpectedly, I often lacked the means and courage to anticipate operational challenges before the occurred and hence lacked the means to respond rapidly to them in a way that minimises guest impact.
Analysis
Johnston et al. (2021)’s point that the workforce’s skills, such as teamwork and communication, play critical roles in F&B operations underscores the incident. Vallen and Vallen (2012) contend that better task prioritisation and pre-emptive planning will mitigate these delays; however, they are of the opinion that theoretical insights should be integrated with hands-on practise in order to meet Delta Hotels’ high standards of service.
Conclusion
With the delay I thought about the collaboration in advance with the kitchen team and creating checklists for the service delivery. Looking back, I should have been able to make a plan in advance to have clear timelines and to avoid delays and to keep my guests more satisfied.
Action Plan
If a similar situation happens again, I would immediately coordinate with the kitchen team with the help of Trello’s tools, to assign tasks (e.g., food prep time line management) and its progress. Walker (2020) would talk in weekly to the supervisors to make to me sure that I do meet Delta Hotels’ guest service standards to and I’d also cheque in in a few weeks. It will increase my preparedness for the future F&B challenges.
Critical Analysis of Work-Based Skills and Technical Knowledge
The shadowing of the F&B supervisor at Delta Hotels Tudor Park Country Club enhanced my understanding of work-based skills, such as effective task delegation, and technical knowledge like proper wine pairing techniques, both vital to guest service standards. I also liaised with staff and guests to resolve issues which was vital as communication was important, as important as the employees also needed to have interpersonal skills as Walker (2021) advocated, because they create building trust with guests and teamwork, smooth service and guest satisfaction in a high-pressure F&B environment. In my case, teamwork was equally important because working jointly with servers and kitchen staff created smooth operational settings of which Vallen and Vallen (2014) talk about in terms of operational coordination in hotel management.
High pressure events like banquets provided opportunities to specialisation in task management, which helped them to be much more efficient. For example, during my time as a hotel attendant, I had to set tables and polish cutlery so that the guests have the maximum satisfaction. Yet I had missed something in my technical knowledge of beverage service standards like wine pairings that were essential when trying to elevate the guest experiences in a luxury setting. I will train by going through workshops, studying Cousins and Weekes’ (2020) principles on beverage service and become skilled at this.
Importantly, these skills are critical for achieving Delta Hotel’s guest service standards as defined in module’s learning outcomes. Being able to place theoretical knowledge (e.g., Fallon & Rutherford, 2010) with practical application helped me to give high quality service and be prepared for future roles in the industry.
Reflection on Organisational Issues
An organisation problem that was an inconsistent staff training for peak banquet services. Despite that, some team members were unable to prioritise and this led to delays in service during a busy event. Guests are not pleased and morale is lowered and the hotel’s reputation for excellence is at risk.
As staff struggled to prioritise tasks during a banquet and therefore delay service, they exhibited weakened quality standards and guest service, which according to Wood (2013) can slip when there is insufficient training. While the hotel is run through a robust management structure, opportunities for improvement exist through training sessions that provide skill gap training specific to the hotel’s daily tasks, prioritisation of tasks and guest interaction. I suggest a standardised training programme with role playing exercises (Hagg 2013)' and provide feedback forms to identify ongoing training needs to drive F&B improvements.
Conclusion and Action Plan
Delta Hotels Tudor Park Country Club was the right placement for me as I got to use my delegating tasks during banquets, know what is technically needed and know the guest service standard that I use to resolve a guest delay complaint. Working under a supervisory role had taught me the importance of communication, teamwork, task management, and organisation, whereas of staff training has been an organisational challenge. Based on my academic journey and placement experiences, these insights would impact my future professional practise.
Future Action Plan
· To further develop my technical knowledge, I will go to advanced training in beverage service such as wine pairing and in guest interaction skills to improve service quality.
· In future placements I should seek the opportunity of leadership roles to further develop my supervisory skills.
· I continue to reflect on the experiences using Gibbs’ model to refine my abilities of problem solving.
· Use the internet to stay in touch with industry trends and standard practices regarding the preferences of customers to be in the race of the hospitality sector.
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