







STUDENT LEARNING LOG
Overview of Hotel`s Food and Beverage Operation









Student name: Tony Ancuta
Student number: 2122379
Module name: Managing Food & Beverage Operations
Module number: BMIH6002


Overview of the Hotel's Food and Beverage Operation
Novotel Southampton is a well-regarded hotel situated in the heart of Southampton. It caters to a diverse clientele, including business travelers, tourists, and local residents. The hotel prides itself on offering a high standard of hospitality services, including its food and beverage (F&B) operations. F&B department includes several key components designed to cater to various guest preferences and occasions. 
These components work together to provide a comprehensive dining experience that emphasizes quality, variety, and exceptional service.  The F&B department plans menus based on factors like seasonality, guest preferences, dietary restrictions, and cost-effectiveness. They may offer a variety of options ranging from local specialties to international cuisines. The department may also cater to special events such as conferences, weddings, or private parties. They adapt their menus and services to meet the specific needs of these occasions. (Zeithaml, et al, 2012)
Model of Reflection: Gibbs' Reflective Cycle
To structure my reflection, I used Gibbs' Reflective Cycle (1988), which includes six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. (Gibbs, 1988) This model allowed me to systematically review my experiences and critically analyse my development.
Placement Learning Objectives
1. Develop a deep understanding of supervisory roles within the F&B department.
2. Enhance communication and teamwork skills in a high-pressure environment.
3. Acquire technical knowledge related to food and beverage service standards.
4. Learn effective task management and problem-solving strategies.
5. Understand and implement guest service standards to enhance customer satisfaction.
Reflection on Experience Using Gibbs' Reflective Cycle
Description 
During my placement, I shadowed the F&B supervisor, observing and participating in various tasks such as staff briefing, service coordination, guest interaction, and problem resolution. A significant part of my role involved ensuring that service standards were met and handling any guest complaints promptly. Throughout the shift, I had to maintain a sharp focus on cleanliness and organization, meticulously setting and clearing tables, restocking supplies, and upholding the highest standards of hygiene and sanitation. 
Feelings 
Initially, I felt overwhelmed by the fast-paced nature of the environment and the high expectations for guest service. However, as I became more familiar with the operations and built rapport with the team, my confidence grew. I found the experience rewarding, especially when I was able to resolve issues effectively and contribute to a positive guest experience. Handling transactions was one of the hardest parts to learn as the hotel has a variety of dishes and beverages, also processesing payments accurately and making sure that no mistakes are made along with handling card payments successfully. 
Evaluation 
The placement was highly beneficial for my professional growth. I gained practical insights into the importance of communication and teamwork in maintaining service quality. However, I also faced challenges, such as dealing with staffing shortages and ensuring consistency in service standards. These challenges highlighted areas where I needed further development. (Walker, 2016).
Analysis 
Communication emerged as a crucial skill in the F&B department. Effective communication ensured smooth coordination between kitchen and service staff, leading to timely and accurate order delivery. Teamwork was equally important, as a cohesive team could better handle peak times and deliver consistent service. Task management skills were essential in prioritizing and delegating tasks to ensure efficient operation. (Jones, Lockwood, 2002)
Personal skills such as empathy and patience were vital in guest interactions, especially when handling complaints. Technical knowledge of food and beverage service standards was also critical in maintaining quality and meeting guest expectations. The F&B team oversees the dining areas, including the restaurant, bar, and possibly room service. They ensure that guests are greeted warmly, orders are taken accurately, and food and drinks are served promptly. (Lashley, Morrison, 2000)
Conclusion 
My experience in the F&B department reinforced the importance of both soft and technical skills in achieving high guest service standards. The challenges I faced, particularly in managing staff and maintaining consistency, underscored the need for strong leadership and effective training programs.
Action Plan 
Based on my experience in the hotel, I plan to focus on the following areas for future development:
1. Leadership Skills: Participate in leadership training programs to enhance my ability to manage teams and resolve conflicts effectively. Mastering the art of assigning tasks to team members based on their strengths and abilities. Good delegation helps in maximizing efficiency and empowering team members.
2. Communication Skills: Engage in workshops and role-playing exercises to improve my communication with both staff and guests. Enhancing both verbal and non-verbal communication skills. Effective leaders clearly articulate their vision, listen actively, and foster open dialogues within their teams. (Kotler, et al, 2013)
3. Technical Knowledge: Continue learning about F&B service standards through industry courses and certifications. Developing the ability to plan long-term, set clear goals, and anticipate future challenges. Strategic leaders align their team's efforts with the organization's mission and vision. (Wood, 2015)
4. Guest Service Excellence: Develop strategies for personalized guest service to enhance customer satisfaction and loyalty. Becoming skilled at mentoring and coaching team members. This involves providing guidance, support, and opportunities for professional growth. (Johnston, Clark, 2008)
Organisational Issue: Staffing and Training
During my placement, I encountered issues related to staffing and training. Frequent staff turnover and inadequate training led to inconsistencies in service quality. This not only affected guest satisfaction but also placed additional pressure on the existing team. (Jones, Lockwood, 2002)
Possible Solutions
1. Improved Recruitment Processes: Implement a more rigorous recruitment process to hire candidates with the right skills and attitude for the F&B department. Encourage current employees to refer qualified candidates by offering referral bonuses and recognizing successful referrals. Focus on creating a positive candidate experience throughout the recruitment process. (Hayes, Ninemeier, 2009).
2. Comprehensive Training Programs: Develop and implement comprehensive training programs that cover both technical skills and customer service excellence. Regular training sessions and refreshers should be mandatory. Employees should receive detailed training tailored to their specific job roles. Comprehensive training on health, safety, and emergency procedures is provided to ensure a safe environment for both guests and staff. This includes fire safety, first aid, food safety, and sanitation protocols.
3. Employee Retention Strategies: Introduce initiatives to improve employee satisfaction and retention, such as competitive salaries, career advancement opportunities, and a positive work environment. Provide clear pathways for career advancement through training programs, mentorship, and opportunities for promotion. Employees who see a future with the organization are more likely to stay. Implement programs to recognize and reward employee achievements and contributions. Regularly celebrate successes, both big and small, to boost morale and motivation. (Lucas, 2004).
4. Performance Monitoring: Use performance monitoring tools to identify areas where staff need additional training and support. Regular feedback sessions can help address issues before they impact service quality. Collect and analyse feedback from guests through surveys, reviews, and direct comments. Guest feedback provides valuable insights into employee performance from the customer's perspective. (Kandampully, 2007).
This reflection not only provides a critical review of my development within the food and beverage department but also proposes practical solutions to organizational issues, reinforcing the discussion with relevant theories. By working in the F&B department, I have gained a well-rounded understanding of hospitality through direct guest interaction, operational management, and a commitment to a high rated service. (Wood, 2015)
I feel like these experiences equip you with the skills and insights necessary to excel in the hospitality industry, making you a more effective and empathetic hospitality professional. On the other hand, managing tasks such as inventory control, order accuracy, and timely service delivery in F&B helped me understand the importance of operational efficiency and how to prioritise tasks. Overall, the F&B experience is not just about providing food, it's about creating memorable moments, encouraging guest loyalty, and contributing to the overall success and reputation of hospitality. (Brotherton, 2008)
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