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Hotel Wrexham (previously known as Holt Lodge Hotel) is a long-standing hospitality site in the United Kingdom that provides food and beverage services. This refelction summarises my shadowing experience in a supervisory role in the Food and Beverage department, with specific attention to what I observed, the challenges faced, and the skills cultivated during my placement. Reflection is made on Gibbs’ Reflective Cycle as this is a model I previously used to reflect on and develop critical thoughts regarding my experiences, through the following six stages: description, feelings, evaluation, analysis, conclusion, and action plan (The University of Edinburg, 2025). It allows for a complete assessment of my continued learning and professional development.
The important goals of this placement were:
· To improve communication and team coordination 
· Opportunities to gain hands-on experience and to address operational issues as they arise.
· To examine the effect of organisational policies and practices on the quality and efficiency of services.
This reflection will evaluate how well these objectives have been accomplished, review key organisational challenges faced, and discuss how this experience has affected my professional development in the hospitality field. 
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Interning as a shadow of a supervisory role in the Food and Beverage department at Hotel Wrexham allowed for a thorough understanding of the operational and managerial aspects of how to sustain high-quality service. I drew from my experience overseeing service operations, staff coordination, and guest satisfaction. It emphasised the need for flexibility and effectiveness to address immediate needs in a fast-paced hospitality environment. The most important thing I gained from this was the improvement of communication skills. I learned that effective communication was crucial, whether it was working alongside fellow team members, handling guest complaints, or ensuring that service was executed seamlessly. Being able to provide instructions articulately and professionally helped to keep the workflow on par (Dang and Moreo, 2022). Collaboration was also an essential aspect of my journey. Working with kitchen staff, including servers and management, was critical to providing seamless service and underscored the dependency of various roles on one another within the department.
I have gained practical insights in another area, i.e. task management. Bringing order to chaos by prioritising tasks, delegating responsibilities, and managing the unexpected was critical in maintaining operational effectiveness. Seeing how supervisors juggled various responsibilities, from inventory control and order management to customer service, was an instructive lesson in how to stay organised (Hasan and Septiningrum, 2023). Moreover, I learnt to develop personal skills, like patience and resilience, essential for handling demanding circumstances like peak service hours and customer complaints. Growing up in the industry, guest service was also a big part of my wonderful experience. As the hospitality industry is a service industry dedicated to catering to customers, maintaining high levels of customer satisfaction requires attentiveness, problem-solving ability, and a proactive approach to guests' needs (Hung et al., 2023). It emphasised the need to exceed guest expectations through personalised interactions and high-quality service through placement. Lastly, looking back on my experience, I realise that it was a combination of my academic knowledge, previous industry experience, and this placement that contributed to my professional development and understanding of the hospitality industry.
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Hotel Wrexham's Food and Beverage department relied on both technical knowledge and work-based skills to support restaurant and bar operations and deliver excellent customer service. Being an assistant, one of the most important work-based skills I learned was problem-solving. Working in a fast-paced area, for example, meant sudden challenges like last-minute bookings, special dietary requests, and staff shortages that happened regularly. Supervisors had to adapt on the fly, the allocation of resources, and activate contingency plans, to ensure the quality of service. Such an experience truly emphasised a need for flexibility but also the importance of clear and strategic decision-making in hospitality management. Technical knowledge added in a lot as well. This knowledge was pivotal in maximising the guest experience through food preparation techniques and beverage pairings, alongside other menu engineering skills. I also saw how knowledge of stock control, cost management, and adherence to health and safety regulations underpin operational efficiency. 
In a service-sensitive industry, attention to details is important as even minor blunders like getting orders wrong or slow service could diminish customer satisfaction. Watching seasoned supervisors underlined the importance of being precise when taking an order or making a reservation. I also understood the importance of staff training as a major contributor to keeping service quality consistent. Through timely training, the employees were adept with the technical expertise in their respective fields along with the corresponding soft skills, which in turn allowed the employees to guarantee the competent functioning of their respective roles. The placement also offered me valuable lessons in leadership and teamwork. They had to balance a sense of authority with a facilitator approach to keeping the team’s spirit and overall productivity at a high level. The skills to lead include delegation, conflict resolution, and motivation which would help create a culture of teamwork. 
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While on placement at Hotel Wrexham, I experienced some organisational issues within the Food and Beverage sector. One of the most challenging problems was staff shortages, especially at peak service times (Salinas-Navarro et al., 2024). Insufficient manpower saw existing staff working under huge pressure, and as a result, service time was extended in various areas and guest satisfaction was hit from time to time. The consequences of this problem have been manifested as poor communication between team members, longer waiting times for orders, and a greater likelihood of mistakes in the delivery service. Staff training was another major trouble spot, with findings showing inconsistent training among various staff members. Some were veterans of the operational side, while others still needed to learn the technical know-how and receive customer-service training (Wahyudi et al., 2024). Some staff members needed to be monitored closely, which slowed the process down, resulting in a decrease in service quality. 
A structured training program in place would help tackle these problems. Regular workshops on customer service, knowledge of the menu on offer, and operational procedures could ensure that all employees are up to the same service standards (Wen and Liu-Lastres, 2023). Also, you must be more adaptable when it comes to your staffing approach, cross-training employees in several roles or implementing part-time workers to cover peak hours could also help alleviate workforce gaps. From these organisational challenges, I obtained important insights into effective workforce planning and structured training in hospitality. Arguably, if these issues were dealt with up front, then it would improve efficiency, make staff happier, and guarantee consistency when it came to the guest experience (Xu et al., 2022).
[bookmark: _Toc191126700]Conclusion and Action Plan
During my placement at Hotel Wrexham, I acquired knowledge of the inner workings of Food and Beverage management. By shadowing a supervisory role, I could learn key work-based skills on the job, the importance of communication, how to work in a team, the need for task management and how to solve problems. I also learned about food preparation processes, hygiene standards, and customer service which provided me with technical knowledge while emphasising the significance of operational efficiency and guest satisfaction. It forced me to learn not just about my departmental duties, but also about my colleagues' positions, and the importance of being flexible in the well-oiled machinery of a busy hospitality space. Implementation of structured training programs and flexible staffing solutions to manage such issues can prove to be a lot more efficient and can improve service quality. I have no plans to return to law, but I plan to leverage my experience and seek additional training in leadership and operational management. Being taught to think critically will help me so much in any future life in hospitality management. I also plan to keep abreast with the best practices in the field through continuous learning and networking. Hence, I will be boosting my professional skills by incorporating these strategies and will be ready for greater roles in the industry. Working in this placement has strengthened my decision to work within hospitality, providing me with valuable experience and knowledge that I can take with me to thrive in this industry.
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