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[bookmark: _Toc181736463]Introduction 
The Food and Beverage (F&B) department's operation is an integral part of the guest experience in Novotel Wembley London where services are provided from efficient check-in to dining for elevated guest satisfaction. The department of F&B at Novotel Wembley encompasses a massive breakfast service that serves as the primary aspect of guest interaction every morning. According to Hagg, (2013), the day-to-day functionality of a hotel requires management of the guest flow with its restaurant hosts required to verify the room numbers of the guests to provide efficient service and prompt seating arrangement. The restaurant service is hence closely connected with the reservations department (back office) and reception. 
Objectives
During the entirety of my placement, the primary learning objective are; 
· To closely observe and understand the functionality of the different departments' workflows and their coordination with respect to how they can bring enhanced guest experiences. 
· Precisely observe as well as understand the guest flow during this period of placement by shadowing the supervisory personnel and study more on how to elevate guest interaction. 
· Learn the significance of accuracy in booking and maintaining cross-departmental communication in the hotel for enhanced guest experience and efficient functionality in F&B.
[bookmark: _Toc181736464]Section 1: Reflecting on the Experience and Personal Development Using Gibbs’ Reflective Cycle
As stated by Fallon & Rutherford, (2010), Gibbs' reflective cycle is a structured reflective model utilised in studying experiences such as this report by reflecting through the following stages; description, feelings, evaluation, analysis, conclusion and lastly action plan.
Description
At Novotel Wembley, observation of the reception department has led me to witness the massive impact brought about by communication with the guests in bringing guest satisfaction. I followed the reception staff in handling the guest check-in and check-outs starting from welcoming the guests upon their arrival to addressing concerns when required. In the restaurant, I joined the team handling guest flow for breakfast, collecting room numbers and assisting with guest seating. In my role for the reservation in the back office, I have observed the need for quick presence of mind, focus on coordination and accuracy with the team. According to Martin, (2020), it is essential for booking important details, following the special requests and alterations if any for communicating with another department.
Feelings
The experience of working in such a high-pressure rush environment highlighted the significance of rapid decision-making, efficient communication and empathy with the guests. It was challenging but also highly appreciated as I got the chance to experience and contribute towards guest satisfaction.
Evaluation
This has dawned the idea that setting as well as managing the expectations of the guests accurately can bring the guests satisfaction and form trust with the organisation. I have also realised that communication with guests goes beyond basic exchanges; it encompasses active listening and responding. As per Walker, (2021), breakfast service is an integral aspect of the functionality of a hotel where collecting the room number may seem straightforward, but requires attention to minute details, and rapid thinking for seat arrangements with no delay. In reservation, advanced booking software can enable the hotel to stay in tune with other departments while preparing for guest arrivals. 
Analysis
The observation with the reception team has shown me how adequately this team handles multiple guests in peak hours, portraying the significance of time management whilst multitasking. The receptionists need to prioritise the needs of the guests whilst following through with the rapid check-ins and requests simultaneously; underscoring the need for organisational skills and maintaining calmness in rush hour to elevate the staff efficiency and satisfaction of the guest. 
Conclusion 
The entirety of my placement has highlighted the interconnected of the departments in a hotel and each role is essential for bringing elevated guest experience. Hence, I need to elevate my technical knowledge along with enhanced communication skills for quick operation of the system in matching with the workflow timeline.
Action Plan
To further improve my hospitality skills, I plan to get more experience in guest-facing roles whilst working on multitasking the different skills. I look forward to learning the functionality of F&B management software systems for enhancing my future hospitality roles.
[bookmark: _Toc181736465]Section 2: Evaluating the Work-Based Skills and Technical Expertise 
About the observations, I made across the three departments in Novotel Wembley, practical skills have played a crucial role in making sure of an exceptional experience for the guests. Within the reception department, multi-tasking, and problem-solving abilities, as well as clear and concise communication skills, are a must. As per Johnston, et al., (2012), emotional intelligence is a crucial part of hospitality management, the staff members of reception are frequently required to manage a large number of guests at once, formulate a welcoming environment for the guests arriving, promptly solve problem and queries as part of creating a positive brand reputation. Moving on, the reservation (back office) requires attention to every single detail and efficient coordination with other departments as part of the core skills (Vallen & Vallen, 2014). I have learned that the reservation team records the accurate requests of the guests and shares them with the reception and also the F&B to meet their expectations adequately. As per ASET, (2017), maintaining accuracy in the reservation decreases the potential of errors taking place whilst ensuring smooth functionality of the hotel. This required pinpointing the accurate F&B management tools like POS (Point of Sale) systems, compliance with GDPR data privacy, maintenance of health and safety protocols and understanding the operability of the booking software such as Opera or MICROS etc., Moreover, in the breakfast rush of the restaurant, efficient management of guest flow and quick presence of mind are essential (Cousins & Weekes, 2020). This observation has shown me the importance of time management and how minimal delays can elevate the guest experience and the hotel's reputation for their service. I learned through these observations about how service skills can impact the standards of a hotel, the multitasking skills of a receptionist have elevated my knowledge regarding the important skills of hospitality.
[bookmark: _Toc181736466]Section 3: Reflection on Organisational Issues 
During my placement observation in Novotel Wembley, one of the most significant issues was a shortage of staff during the rush hours of breakfast, resulting in longer waiting times for guests and more strain on the restaurant personnel. As per Wood, (2013), delays in services have often led to guest complaints to the reception, difficulty in managing breakfast requests or early check-ins by the reservation team, portraying that shortage in staffing can be a significant issue that can adversely affect the entire department of the hotel and negatively affect the guest satisfaction. In my opinion, the potential solution to these issues can be the implementation of a guest managing system that will give real-time updates to the F&B, reception as well as reservation team; reducing the service delays as well as enabling strategic staffing. Another solution is cross-departmental training of the employees for continuous support throughout the hotel during peak hours (Hospitality Net, 2024). According to Fanthorne, (2004), these strategies of problem mitigation adequately align with the principles of TQM (Total Quality Management) as well as Maslow's Hierarchy of Needs theory which emphasises elevating business performance along with employee satisfaction.
[bookmark: _Toc181736467]Conclusion and Action Plan
The core observations made throughout my placement duration at Novotel Wembley have elaboratively highlighted how the three different departments are closely connected for formulating positive guest experiences. The study has highlighted the accuracy maintained in the reservation, the workflow management in restaurants as well as upholding guest engagement in reception has holistically emphasised the need for skilful communication approaches, and accuracy in technical knowledge using the reflective model “Gibbs’ Reflective Cycle”. The experience achieved through these opportunities has influenced my career goals in the F&B department and also elevated my interest in developing my guest service skills and tactics, motivating me to pursue more guest-facing roles within the hospitality industry.
As part of the action plan, I aim to enhance the following skills;
· Enrol in workshops focusing on guest relations as well as resolving conflicts.
· Continuously practice strategies like active listening, empathy, and efficient complaint handling in real-time situations.
· Practice time management skills by scheduling tasks completion, and utilisation of prioritised techniques while working in a fast-paced environment.
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