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Introduction

In my learning log, I will present my experiences in the Food and Beverage department during my placement at the Mercure Bedford Centre Hotel. This department is responsible for everything from serving food to keeping dining spaces clean to managing restaurant inventory. The hotel has a Bar on the ground floor and a Restaurant on the first floor. The workers in the food and beverage division primarily focus on providing dining and beverage services for the hotel. The department is structured hierarchically, with the Food and Beverage manager at the top, followed by the supervisors, and then the waiters and waitresses. This hierarchy enhances productivity and efficiency by clearly assigning tasks and specifying the reporting structure in case of issues (Varghese, 2023).
My goal during the placement was to gain experiences that would help me develop the work-based skills and technical knowledge needed by managers and supervisors to ensure exceptional customer satisfaction.



Reflection on Experience and Personal Development

Working in the food and beverage department was a great challenge for me. I worked in a smaller restaurant in my hometown in Hungary which was a similar experience. However, the complexity of the tasks, just like the quality requirements, are much higher in a 4-star hotel (The Nare, 2024).
In this department, I did not manage to closely follow the department manager. He normally used to stay in his office and the supervisors and servers also communicate with him on WhatsUp. This often hinder the flow of work. Through this negative example, I understood even more how important it is for a manager to be easily accessible to the employees (Geisler, 2022). 
However, I experienced great competence at the supervisor level, which offset the inaccessibility of the department manager. This drew my attention to the importance of hiring the right people and distributing them according to their abilities. A team of the right people not only helps to maximize profit, but also increases team morale and the commitment of employees, which indirectly contributes to increasing guest satisfaction (Al-Rahahlah, 2023).
These observations and the close monitoring of the supervisors' work clearly contributed to my personal and professional development in this area.


Critical Analysis of Work-based Skills and Technical Knowledge

Most employees in the department, excluding kitchen staff, interact directly with guests at the front line. Therefore, it is crucial for them to possess soft skills like emotional intelligence, a positive attitude, the ability to stay calm during crises, and strong communication and problem-solving abilities. (Les Roches, 2024)
As I have experienced, good communication skills are essential for supervisors, as they can use this skill not only in relation to guests. If they want to be good leaders, they need to communicate well. For example, the duties of the shift must be clearly and concisely outlined, who is responsible for what, and the team must also be motivated in the progression. Since there are two supervisors in the department, one new and one who is training, I was lucky to experience how much the time and the practice matters in the development of communication. 
I have found that, as in most areas of hospitality (the position of chef is an exception) a lot of practical experience, possibly spending many years in a specific area, can be enough to fill a specific position up to the level of supervisor. neither the supervisors nor the servers have this kind of education in the hotel. Only managers are qualified. This reminded me again of the fact that in most departments you must start at the lowest level and gain a lot of experience, because this is matter for the employers and this will help you to move up the career ladder (Hartmann, 2019).

Reflection on Organisational Issues

Overall, I found that the department is struggling with a shortage of people. The new people can do their work at an appropriate level, having learned from their colleagues, but the lack of qualification is easily visible in a hotel of this level. The situation is complicated by the fact that several employees are still students and employees under the age of 18, who can only dispense alcohol in the presence of a supervisor (Gov.uk, 2024). 
I believe this situation greatly impacted my personal and professional growth in this department, and I will analyse it using the Gibbs' reflective cycle (Main, 2023):

1. Description
The hotel hosted a large-scale event for 210 people. The supervisors and waiters were directed to the main kitchen to begin serving food at 6 p.m. The bar downstairs was also operated during the usual hours until 11 p.m. The issue came from the manager's decision to have an unqualified and inexperienced waitress run the downstairs bar alone. One of the guests expressed extreme indignation to the waitress about the fact that she apparently has no idea how to properly serve a glass of whiskey, after which she started crying and the receptionist had to take her place temporarily while the F&B manager was informed of the situation.

2. Feelings
At that time, I had already been working at the hotel for 3 weeks, so I started to feel that I belonged to the team. I knew the girl working as a waiter personally and felt very sorry for her. I felt angry because of the manager's incompetence, but later I somewhat understood that the root of the problem was staff shortage, and that the manager had sent all high-quality workers for the extremely important event, which was personally checked by the general manager.

3. Evaluation
Apart from this one mistake, the event was successful. The operation of the bar above was smooth. Only the bar on the ground floor should have been closed for the duration of the event and the other guests of the hotel should have been directed to the bar above. Another solution would have been to place one of the 2 supervisors in the ground floor bar, since one of them only served at the event.

4. Analysis
In addition to the staffing shortage, the primary issue was the manager's inadequate understanding of his staff's skills. And this emerged from the already mentioned distance between the staff and the manager. 

5. Conclusion
I learned how important it is to be accessible in all situations to your team and to allocate tasks according to everyone's abilities. 

6. Action plan 
If I become a manager in the future, to avoid similar situations, I consider it extremely important to employ the right workforce and provide ongoing training opportunities to the existing people. For example, Marriott states that they allocate 15 minutes of training time per day for each employee (Hotel Management, 2010). It can also be helpful to write an employee handbook for your waiters so that the training process goes as efficiently and smoothly as possible (Bhayani, 2023).


Future Action Plan

Based on what I experienced at the department, I think that there would be no problems with accessibility for me. I think that I am also good at assessing what a person is good at and what their strengths are. The challenge for me in this managerial position is speaking in front of the team. I must deal with this anxiety, which affects about 85% of people (Abrahams, 2014).

There are lots of resources on the internet about techniques to relieve anxiety, such as (Sawchuk, 2017):
· Know the topic
· Be organised
· Practice and practice!
· Get some deep breath
· Don't fear a moment of silence

Conclusion

Overall, I believe that my experience in the department and monitoring the work of the manager and supervisors was extremely useful for my personal and professional development. I understood what the skills are that are essential to run this department. The time spent here also highlighted my shortcomings in the field of communication in front of public groups, which I plan to work on in the future. 
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