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[bookmark: _Toc198179092]Introduction 
Wivenhoe House is an illustrious four-star country house hotel located in Colchester, Essex that is known for its elegant hospitality. Guests can order breakfast, lunch, afternoon tea, and dinner, with the possibility of private dining in the wine cellar or gazebo, as well as themed events such as Tapas on the Terrace. While on my placement in the food and beverages department, I had three learning objectives that I wanted to attain.
1. To enhance guest interaction skills
2. To build leadership ability in food and beverage operations.
3. To increase adaptivity to regulate diverse service scenarios
[bookmark: _Toc198179093]Section 1: Role Reflection Using Gibbs’ Reflective Cycle (1988)
[bookmark: _Toc198179094]Description
While I was on my placement at Wivenhoe House Hotel, I worked as a Food and Beverage Assistant. My responsibilities comprised preparing the dining areas, serving food and drinks, attending to special dietary requests, and communicating with the kitchen, as well as the housekeeping, to guarantee a smooth guest experience. Such an event took place during a hectic breakfast service. A guest who is allergic to gluten on the other hand was fed on the regular toast instead of the gluten-free option. I caught the error at the time the plate was being served and acted fast. I apologised, and quickly took the plate away and passed on the urgency to the kitchen team. An appropriate substitution had been made and was served back within minutes with an accompaniment of a free drink. The guest was pleased with the detailed orientation and relaxed treatment of the error.
[bookmark: _Toc198179095]Feelings
I felt a wave of anxiety at the moment. Food allergies are not to be joked with and I was worried about what could have happened if I did not realize the error in time. I also felt overwhelmed because I was at a point where I was working with several tables with time pressure. But I reminded myself to remain calm; seek to find a solution; and prioritise guest’s safety. After the issue was over and the guest expressed satisfaction, I felt renewed responsibility and belief in my watchfulness.
[bookmark: _Toc198179096]Evaluation
This incident emphasised that effective F&B service is not just about being attentive, but is about being proactive and actively communicating, and with awareness of operational risks like allergen management. Hargie (2016) puts an emphasis on interpersonal communication in service-based contexts, such as empathy, listening skills, ability to resolve tension professionally. Conversely, a bad incident happened during a dinner service, whereby I did not follow up the kitchen on a guest's vegetarian status. I had thought that the kitchen staff had seen this ticket, but because of a backlog, the meal was delayed and the guest was not happy. This incident emphasised a lack of internal follow-through on my part.
[bookmark: _Toc198179097]Analysis
Both experiences taught me essential supervisory elements of operations in food and beverages. Leadership here does not only entail leading a team, but it will involve showing an example of guest care, initiative, and operational communication. Pulakos et al. (2000) focus on adaptability and resilience in uncertain environments – they are both important in food service, where mistakes could happen very fast. I’ve learnt that though I am very efficient when I work under pressure with guests, my internal communication and task validation with colleagues requires improvement.
[bookmark: _Toc198179098][bookmark: _Int_OpgOWp1b]Conclusion
All in all, the placement helped me to understand that while I have become more composed and capable of guest-facing problem-solving, I have a lot to improve in behind-the-scenes communication, and in particular, making sure that internal instructions are read and implemented.
[bookmark: _Toc198179099]Action Plan
· I will undergo training on situational leadership since, according to Hersey et al. (2013), flexible leadership enhances responsiveness in a dynamic environment.
· I shall maintain a reflective journal to make sense of the challenges to service delivery and personal actions, using Kolb’s (1984) experiential learning cycle.
• During congested periods of service, I will observe experienced supervisors in order to see how they deal with team coordination and interdepartmental communication when under pressure.
[bookmark: _Toc198179100]Section 2: Development Journey 
[bookmark: _Toc198179101]Applying Learning from Level 4 and Level 5 Modules
Menu engineering, dietary accommodations, and pricing strategy (Kasavana & Smith, 1990) are what I learned from the Level 4 Food and Beverage Operations module. My work involved the development of a sustainable and seasonal menu – Harvest & Hearth – where locally sourced ingredients were emphasised, and on-menu statements denoted food allergies and other dietary needs. This idea would be difficult to use in Wivenhoe House as I have seen it in my work in the food and beverage section. A large number of guests requested classic or familiar over adventurous seasonal choices. Besides, the operational model at Wivenhoe is concerned with consistency instead of changing menus; this implies that my suggested menu would be more appropriate for a metropolitan brasserie as opposed to a Country house hotel where conservative palates will be served.
As I studied the Level 5 Sustainable Hospitality and Tourism Management module, I became more aware of the issue of corporate social responsibility (CSR) and guest health, especially with the green initiative of The Landmark London (Christensen et al., 2021). I used this mindset in my work as a Food and Beverage Assistant at Wivenhoe House by recommending my kitchen staff not to waste any food and in case of wastage, proper disposal of those waste. I also recommend they advertise the use of local and seasonal ingredients from the menu. I also encouraged back-of-house practices such as food separations for compost and the reduction of single-use plastics during service. These minor interventions indicate the presence of a developing sustainability culture in food and beverage operations and coincide with the triple bottom line model- people, planet, and profit (Elkington 1999).
This placement enabled me to change from task executor to a reflective practitioner. Now I realize that behind each guest interaction lies some invisible systems – communication with housekeeping, clarity of the booking notes, etc. I have developed the aspects of communication, service recovery and adaptability which are very important in food and beverage’s operational performance (Pulakos et al., 2000).
[bookmark: _Toc198179102]Section 3: Service Improvement Proposal 
[bookmark: _Toc198179103]Area for Improvement: Interdepartmental Communication for Room Readiness
In Wivenhoe House, I observed that there were a lot of communication challenges between the food and beverage team and the kitchen, especially during peak hours. Sometimes guests waited for the delays in the meals that were made wrongly although the instructions were clear. This created dissatisfaction and piled excessive pressure on service staff. Hargie (2016) emphasises that closed-loop communication is necessary in such contexts to make the service efficient and prevent service breakdowns.
[bookmark: _Toc198179104]Improvement Plan
[bookmark: _Toc198179105]1. Integrate Real-Time Communication via PMS
Wivenhoe House should implement a real-time communication feature within its Property Management System (e.g., Opera Cloud) to allow restaurant staff to relay urgent updates—such as dietary requirements, cancellations, or group arrivals—directly to the kitchen. This would streamline coordination and reduce human error (Fallon & Rutherford, 2010).
[bookmark: _Toc198179106]2. Appoint an F&B Liaison During Peak Hours
Assigning a team member to act as a liaison between the kitchen and service floor during high-demand periods would ensure prompt information flow and task prioritisation. Johnston et al. (2012) highlight that cross-functional roles break down silos and enhance responsiveness.
[bookmark: _Toc198179107]3. Conduct Weekly F&B Coordination Meetings
Regular interdepartmental briefings between F&B, kitchen, and event teams would address recurring issues and guest feedback. Pulakos et al. (2000) link such routines to improved adaptability and service quality.


[bookmark: _Toc198179108]Conclusion
This placement has had a great impact in developing me professionally, especially in areas of communication, ability to adjust and decision making. Though quite different from the existing dining style in Wivenhoe, my proposed Level 4 menu showed how academic learning can trigger critical thinking. I have largely managed to meet my placement goals, with a specific emphasis on real-time guest handling and internal coordination.
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