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The Tŷ Newport Hotel is one of the prestigious Celtic Collection; the hotel occupies the contemporary building close to the M4 Motorway, junction 24. They provide their visitors with Mediterranean facilities with food and beverages through their CASA Kitchen & Bar. During my placement, I shadowed a supervisory role within the Food and Beverage department, aiming to:
· Develop essential work-based and technical skills to uphold high guest service standards.
· Enhance communication, teamwork, and task management abilities.
· Gain insights into guest interactions to refine service delivery.
· Identify and address organisational challenges impacting operational efficiency.
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Kolb’s model of reflection, often referred to as Kolb’s Experiential Learning Cycle, is a theory that tries to explain how people learn. It was introduced by David Kolb in 1984 and shows four steps of the learning process that form a cycle of reflection and expansion (Morris, 2020). This reflection follows Kolb’s experiential learning cycle, which includes stages of Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation.
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Figure 1: Kolb's reflection cycle (Watson et al., 2019)
Shadowing a supervisory role in The Tŷ Newport’s Food and Beverage (F&B) department provided a foundational Concrete Experience to deliver high guest service standards. How a supervisor conducts his/her daily activities such as table setting, staff rostering and handling the guests also depicts the difficulties facing the position (ASET, 2017). For example, on a Saturday dinner, some people arrived without a reservation. This required improvisation for timely management of resources so that other people in the group would not be inconvenienced in any way.
In the reflective observation, the importance of communication and coordination is overestimated when thinking about this particular case. Hence, it explained “how” leadership and communication can help to solve issues by remaining calm and giving instructions to the team on how to handle the situation. Reflecting on this, I understood the "why": supervisory communication is an essential underpinning of the team construct which is eminently suitable in stressful environments.
In abstract conceptualisation, I make the related academic view of “what” was happening out in the practical ground within ‘Managing Food & Beverage Operations’ and ‘Managing Guest Services Operations’. These helped me to learn employee schedules from the course: Management of Food and Beverage Operations. I observed practically when my supervisor had to reorder the increased traffic. On the other hand, Managing Guest Service Operations has demonstrated the consistency of the guest’s experience was maintained in an attempt to maintain a good standard of service delivery, but the team was under pressure to do so (Fallon & Rutherford, 2010).
Active Experimentation involved the following: In one shift, I was very keen to make my communication with other members polite and not aggressive. Having practised this, I realised that one has to be flexible and communicate with other members of the team as well as the guests.
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After observing the F&B department of The Tŷ Newport I saw that work set vocational competencies and academic content enhances guest service delivery, during one busy evening service, I was able to observe my supervisor the use of technical knowledge such as the reservation system and work-related knowledge such as multitasking and the ability to set priorities to ensure that guests are seated (Hagg, 2013). This experience highlighted what I had learned theoretically in the Managing Guest Service Operations module: it is always required to be responsive and reliable to the service providers.
In Reflective Observation, I noted how my supervisor maintained calm while juggling multiple tasks and created a structured environment, even during hectic periods. Observing how well coordinated it was to work with the team to ensure the orders were completed in the shortest time possible brought out the impact of technical competence on guests (Wood, 2013). Reflecting on that, I realised that those skills are regarded as essential in the F&B area – minor mistakes or procrastination result in customers’ dissatisfaction during busy shifts that emphasise strict punctuality.
Through Abstract Conceptualisation, I linked my observations to theories from Managing Hotel Administration. This module places much emphasis on the operational planning, scheduling and resources. The SERVQUAL model of service quality was also useful in mapping technical content and work experience in building reliability and assurance to get a positive outcome with the guest (Johnston et al., 2012). This theory proved that consistency and precision, are required to meet the quality expectations of the guests.
In Active Experimentation, I commenced building such competencies myself as follows: Studying the process of working with reservations and orders, which are essential for the general understanding of the work process, I focused on managing the work to be done and found out how to give the information required for the work of the team members (Martin, 2020). All these have made me realise that these skills are fundamental to F&B business.
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During my placement at The Tŷ Newport, I encountered a critical organisational issue in the Food and Beverage (F&B) department: One challenge was that there was to lack of enough worker's time, particularly during the rush hours, This experience provided a Concrete Experience of how insufficient staffing impacts not only service efficiency but also team morale and guest satisfaction (Vallen & Vallen, 2014). On a Saturday evening, the lack of adequate staff was an impediment to clients’ sitting, order taking and food delivery, which in turn made diners irritable. This was evident when my supervisor and the crew could barely keep up to the demands explaining the problem of staffing levels imbalance.
Reflecting on this process, I understood that staffing shortage influenced the interactivity in teams and staff workload. For instance, a high level of stress affected the team member’s performance in a way that they made more mistakes, and the level of services they delivered was poor. This helped reinforce the fact that staffing is not only about ensuring to hire the right people but also the right number of people who would be able to support each other to produce the best results (Walker, 2021).
In Abstract Conceptualisation, I connected this issue with insights from Managing Hotel Administration and Managing Food and Beverage Operations. In each of the modules planning, resource allocation and operational management are underscored as key measures for preventing such constraints (Cousins & Weekes, 2020). According to Herzberg's Two-Factor Theory, I understood that if low staffing is there, results in dissatisfaction as a basic need for support and workload control among guests and employees is missing.
Based on Active Experimentation, therefore, I recommend this solution: full-time employees engaged for the busy season part-time employees. This approach discusses why staffing flexibility is important in dealing with fluctuations in demand for guests to provide adequate services (Fanthorne, 2004). The implementation of the above changes might have a positive side of enhancing the morale of the employees to enhance service delivery for the success of the F&B business.
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Hence, I have accumulated much experience during my placement in the F&B department. It also enhances the competencies required for excellent guest satisfaction. In the course of shadowing a supervisory role, I have been able to observe and implement several essential competencies concerning communication, teamwork, task delegation and adaptability. These experiences have also revealed the need to be technically informed and to be organised in doing guest services. Regarding further enhancement of these skills, I am ready to expand the growth of those skills, by implementing the practical experience supported by the theory in the other positions within the hospitality industry.
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	1. Improve F&B supervisory skills
	Attend weekly training sessions focused on time management, conflict resolution, and effective communication within F&B.
	Completed three shift management sessions as a lead to apply learned skills.
	Dedicate 1 hour per week for training sessions, applying skills in actual shift management tasks.
	Supports career goal of enhancing supervisory capabilities.
	Complete by the end of the next quarter.

	2. Increase technical knowledge of F&B operations systems
	Gain proficiency in the hotel’s reservation and order tracking systems through guided sessions with experienced staff.
	Demonstrate proficiency by achieving error-free reservation entries and order processing in three consecutive shifts.
	Schedule one-on-one learning sessions with system experts and practice in real shifts.
	Critical for improving operational efficiency and meeting guest expectations.
	Achieve full proficiency within 3 months.
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