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[bookmark: _Toc168006365][bookmark: _Toc168014079]Introduction
This learning log focuses on the reflection of the placement at Hotel Ibis Stratford, London in the food and beverage department. The objective is to establish the role of vocational skills and technical competence in providing excellent guest service. This paper shall use Gibbs' Reflective Cycle to analyze the growth within the department and the personal and vocational experience from past employment and academic achievements. The Hotel Ibis Stratford which is part of the Accor Group offered me practical experience in handling guest service operations and general hotel management. 
[bookmark: _Toc168011351][bookmark: _Toc168014080][bookmark: _Toc168006370]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc168011352][bookmark: _Toc168014081]Description
As part of the work placement at Hotel Ibis Stratford, various supervisory roles in the Food and Beverage (F&B) department were observed, including the provision of guest services and administrative duties in the hotel. Duties involved included attending to the restaurant and bar, attending to the guests’ concerns, overseeing the staff, attending to the front desk, handling guest complaints, and attending to any administrative functions like filing (Devid, 2017).
[bookmark: _Toc168011353][bookmark: _Toc168014082]Feelings
At the beginning, stress was felt because of the rush of work and the expectations that came with it. However, when gaining more experience and getting supervision, confidence was gained. This made it easier to attempt new activities and accomplish them well.
[bookmark: _Toc168011354][bookmark: _Toc168014083]Evaluation
There were many positive aspects of this experience, which include the practical implementation of the lessons learned in class as well as the important skills such as communication, teamwork, and organization. But there were also some issues, including the issues of courtesy on the customers and handling working schedule especially during the busy seasons (AbuKhalifeh and Som, 2016).
[bookmark: _Toc168011355][bookmark: _Toc168014084]Analysis
Therefore, it was understood that the technical knowledge and the skills are very much essential in order to address the needs of the guests. Communication and team work were identified as critical elements in the management of the organization and delivery of customer services (Casado, 2012). Prior academic and industrial experiences were useful but it was the practical experience during this placement that was most useful.
[bookmark: _Toc168011356][bookmark: _Toc168014085]Conclusion
To enhance on this, it was realized that there is need to attend staff training more often and that one should always seek feedback from subordinates. Furthermore, the need for enhancing coping mechanisms to manage stress in the workplace to handle various issues was also applauded.
[bookmark: _Toc168011357][bookmark: _Toc168014086]Action Plan
In the future, ways of improving the stress management will be proposed, and possibilities for self and career development will be searched for. The importance of seeking feedback and striving for personal and professional growth to enhance one’s performance in the hospitality industry is underscored.
[bookmark: _Toc168014087]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In the placement at Hotel Ibis Stratford in London, I critically reflected on my work-based skills and technical knowledge to discuss their relevance in delivering quality guest services within the food and beverage department. 
[bookmark: _Toc168006371][bookmark: _Toc168014088]Importance of Work-Based Skills and Technical Knowledge
The importance of getting the right balance between theoretical knowledge and hands-on experience in fulfilling the role of quality guest service during the placement at Hotel Ibis Stratford was also discussed in detail. Also, the importance of communication, cooperation, and problem solving in delivering a good customer experience was also noted (Cohen and Levinthal, 2020). Other factors that were seen to contribute to operational effectiveness included; technical knowledge in food and beverage service, health and safety measures, and equipment usage.
[bookmark: _Toc168006372][bookmark: _Toc168014089]Connection with Guest Service Standards
The skills and knowledge that are acquired during the shadowing process were seen to be transferable to guest service standards. For instance, the interaction between the staff and the guests and the guests themselves was good to ensure that the guests’ needs were met which is an effective way to increase guest satisfaction (Ali et al., 2021). Likewise, knowledge of certain practical skills, including the measures of food hygiene and the tools used, was useful in ensuring that the set standards of health were met and this is paramount in providing service delivery to the guests (Susskind and Maynard, 2019).
[bookmark: _Toc168006373][bookmark: _Toc168014090]Examples and Insights
Concrete examples from the shadowing that took place at Ibis Hotel in Stratford were helpful in illustrating how the skills and knowledge that are gained from placement can be used in the working environment to ensure that guest service standards are met. The observations also pointed out that organisation of staff work, their decision-making skills, and adherence to the set operational procedures are crucial in achieving the goal of providing great guest experiences (Kerry, 2015). The reflections that were made at the end of the exercise helped in coming up with a clear understanding of the link between skills, knowledge when it comes to delivering services in the hospitality industry to meet the needs of the guests.
[bookmark: _Toc168006374][bookmark: _Toc168014091]Section 3: Reflection on Organisational Issues
	Identification of Organisational Issues
	Impact on Department's Performance and Guest Service
	Possible Solutions and Theoretical Considerations

	Staffing shortages during peak operational hours
	Delays in service.
Reduced efficiency Increased workload for existing staff.
Compromised guest service standards.
Longer wait times Decreased satisfaction levels.
Potential negative reviews.
	Solutions: 
Implement flexible staffing schedule - Cross-train staff members.
Conduct regular staff meetings.
Employ proactive recruitment strategies (Fallon and Rutherford, 2010).
Theoretical Considerations: 
Contingency theory: Adapt strategies to fit specific situations.
Human resource management principles: Effective recruitment and training strategies (Wood, 2013).

	Inadequate equipment and resources
	Disruptions in service flow.
Reduced productivity.
Impaired guest satisfaction.
Increased operational costs Potential safety hazards.
	Solutions: 
Upgrade equipment and resources.
Regular maintenance and inspections. Allocate budget for necessary upgrades. Implement safety protocols and training. 
Theoretical Considerations: 
Systems theory: Ensure all components function harmoniously for optimal performance. 
Cost-benefit analysis: Evaluate investments in equipment against potential benefits and costs.
Safety management principles: Prioritize safety to mitigate risks and ensure compliance (Wood, 2013).


Short staffing in the peak hours result in longer waiting times, low productivity and poor service delivery to the guests. Some of the solutions are: Variable work hours, Job rotation, and Anticipatory staffing. Lack of proper equipment affects the smooth service delivery, slows down the productivity, and is a safety concern. Prevention measures include changing equipment, regular checks, and safety procedures (Davis et al., 2018). For theoretical aspect, this includes adapting the strategies, effective recruitment, proper equipment management, and safety precautions to avoid risks and adhere to the rules.
[bookmark: _Toc168006375][bookmark: _Toc168014092]Section 4: Future Action Plan
Based on the experience that has been gained in food and beverage department, it is possible to outline the following recommendations for the future action plan that may enhance some aspects of operations and self-development. 
[bookmark: _Toc168006376][bookmark: _Toc168014093]Identified Areas for Improvement
· Work-Based Skills and Technical Knowledge: Knowledge the need to improve the performance on food and beverage operations for the current and the future developments in the industry.
· Communication: Improve the communication between the team members and the guests so that everyone understands the instructions given and service delivery, respectively.
· Teamwork: In order to enhance efficiency and foster a positive working culture, advocate for teamwork at the workplace.
[bookmark: _Toc168006377][bookmark: _Toc168014094]Strategies for Enhancement
· Implement staff training and development programs that can help increase the technical competencies of the staff at regular intervals (ASET, 2017).
· Develop and deliver workshops/ seminars on communication skills, conflict resolution and customer relations.
· Provide staff development seminars that will improve the satisfaction of guests and techniques in handling guest’s complaints and delivering quality services to the guests (Johnston et al., 2012).
[bookmark: _Toc168006378][bookmark: _Toc168014095]Alignment with Personal and Vocational Development Goals
This action plan is intended to achieve self and working life goals and assist individuals to develop their skills, manage their careers and advance in the hospitality sector of their choice. Employment emphasis is on knowledge and skills enhancement and service delivery to the guests, which are critical elements for long term success and job satisfaction in the organisation (Cousins et al., 2019).
[bookmark: _Toc168006379][bookmark: _Toc168014096]Conclusion
Communication, collaboration, and time management were learned from observing and engaging in the activities and interactions with other employees and visitors. The general management of the industry was more comprehensively understood, as well as the capability to solve problems within the industry was also enhanced. The knowledge and the experience that has been achieved in this project will be useful in the future projects in the interesting and always developing sphere of food and beverage management.


[bookmark: _Toc168006380][bookmark: _Toc168014097]Reference list
AbuKhalifeh, A.N. and Som, A.P.M. (2016) Service quality management in hotel industry: a conceptual framework for food and beverage departments. International Journal of Business and Management, 7(14), pp.135-141.
Ali, B.J., Gardi, B., Jabbar Othman, B., Ali Ahmed, S., Burhan Ismael, N., Abdalla Hamza, P., Mahmood Aziz, H., Sabir, B.Y., Sorguli, S. and Anwar, G. (2021) Hotel service quality: The impact of service quality on customer satisfaction in hospitality. International Journal of Engineering, Business and Management, 5(3), pp.14-28.
ASET (2017) Good Practice Guide for Workbased and Placement Learning in Higher Education. ASET: Sheffield.
Casado, M. (2012) Housekeeping Management. Wiley: London.
Cohen, W.M. and Levinthal, D.A. (2020) Importance of Work-Based Skills and Technical Knowledge. Administrative Science Quarterly, 35(1), pp.128–152. doi:https://doi.org/10.2307/2393553.
Cousins, J., Foskett, D., Graham, D. and Hollier, A. (2019) Food and beverage management: for the hospitality, tourism and event industries. Goodfellow Publishers Ltd.
Devid (2017) Experience of Shadowing a Supervisory Position at Hotel Ibis Stratford. [online] www.shiftbase.com. Available at: https://www.shiftbase.com/glossary/job-shadowing [Accessed 30 May 2024].
Fallon, M. and Rutherford, D. (2010) Hotel Management and Operations. Wiley: London.
Johnston, R., Clark, G. and Shulver, M. (2012) Service Operations Management. Pearson: London.  
Kerry (2015) Ibis London Stratford, United Kingdom. Rates from GBP49. [online] ibis-london-stratford.h-rez.com. Available at: https://ibis-london-stratford.h-rez.com/index.htm?lbl=ggl-en-rsp&gad_source=1&gclid=CjwKCAjwx-CyBhAqEiwAeOcTdYnmxp9qGV7Atu_PLLi79wd-xaVfSRNc5FcyH0A21OkJhI335lQUixoCqv8QAvD_BwE [Accessed 30 May 2024].
Susskind, A.M. and Maynard, M. (2019) The next frontier of restaurant management : harnessing data to improve guest service and enhance the employee experience. Ithaca: Cornell University Press.
Wood, R. (2013) Key Concepts in Hospitality Management. Sage: London.

1

image1.png
»N] < rysgol Cymru
3N ¥ Drindod Dewi Sant
S University of Wales

Tk Salt David




