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[bookmark: _Toc167452367]Introduction
Leonardo Hotel Cardiff, a renowned establishment in the heart of the vibrant city of England, boasts an exceptional food and beverage operation that flawlessly signifies tradition with modern food creativity (Leonardo Hotel Cardiff, 2024). From the accurately curated menus showcasing the finest of Welsh and British cuisines to the impeccable service standards, every aspect of their operation is a testament to their commitment to maintaining their guest satisfaction. The traditional English dinner service, a highlight of their offerings, is a carefully composed experience that transports guests on a food journey via the rich food legacy of the region. To articulate my journey during the placement in the context of Leonardo Hotel Cardiff, I have applied Schön's model, which signifies the three aspects, "knowledge in action", "reflection in action", and "reflection on action" (Schön, 1983).
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[bookmark: _Toc167452369]Knowledge In Action
As a prospective professional in the hospitality industry, my shadowing experience in a supervisory position in the food and beverage department at Leonardo Hotel Cardiff offered me a significant amount of insight regarding the details of managing a traditional English dinner service. The complicated dance of coordinating numerous teams while complying with stringent quality standards, and confirming an exceptional guest experience left an indelible mark on my understanding of work-based skills and technical knowledge (Evren et al. 2022). During my placement, I witnessed firsthand the careful preparation and execution required to offer a flawless traditional English dinner (Beattie, 2024). From the thorough attention to detail in crafting authentic recipes to the exact composition of service, every aspect demanded a detailed understanding of cooking traditions and guest service standards. The proposed experience allowed me to understand the important part of work-based skills in the form of effective communication, teamwork, and time management, which all played an essential role in offering competitive positions, also dignified in (English Food, 2024). 
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Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc167452371]Reflection In Action
As a supervisor overseeing the traditional English dinner service, I was quite keen when it came to understanding the importance and striking the balance between delicate technical mastery and interpersonal skills. While technical knowledge in the form of menu planning, food preparation techniques, and service protocols, formed the backbone of the operation, it was the synthesis of such skills with effective communication, leadership, and problem-solving abilities that truly allowed me to get the best out of my team, which even eventually resulted in sound guest experience (Sundin et al. 2023). For instance, during a particularly busy service, I seamlessly co-ordinate with the service team while anticipating potential bottlenecks and pro-actively mitigating them. The given strategy allowed me to guarantee smooth flow and prompt service. Furthermore, my role in supervising the traditional English dinner dignified the significance of attention to detail and adaptability (Jhaiyanuntana et al. 2020). As a result of this, while complying with the authenticity of dishes to compliant with dietary restrictions, every decision required a critical amount of understanding of food traditions and guest preferences. 
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[bookmark: _Toc167452373]Reflection on Action
Being a supervisor, I was not only tasked to supervise my kitchen team but the organisational operations were also found to be inter-linked or inter-connected. Hence, during the operations, I faced numerous organisational issues that had far-reaching implications for the food and beverage department's performance, and staffing challenges, all had a devastating impact on the guests’ experience, also articulated in (Ghani et al. 2022). The hotel industry is known for its high turnover rates, and Leonardo Hotel Cardiff was no exception. The constant fluctuation of personnel posed challenges in maintaining consistent service standards and training new staff members on intricate procedures and protocols. The impact of this issue was getting on my nerves and at the same time, it was impacting my overall performance, which also reflected on my team, when we started to delay the orders, also dignified in (Heimerl et al. 2020). Furthermore, it started to strain our existing staff, which eventually started to result in potential burnout and decreased morale, which unintentionally affected guest interactions and service quality. Secondly, it created operational disorganisations as new staff members underwent training, potentially disrupting the smooth flow of service and compromising guest satisfaction, also mentioned in (Han, 2020). 
Since I have studied such issues in my academic journey; therefore, I started to apply that knowledge in this case. First of all, I evaluated that I need to apply a multi-pronged approach. For instance, from a practical standpoint, I applied strong onboarding and training programs, which eventually allowed me to craft a positive work environment, and competitive compensation packages to my team members (Waqanimaravu et al. 2020). The proposed strategy in just two weeks allowed me to retain top talent. Additionally, cross-training existing staff members and encouraging knowledge-sharing also mitigated the impact of staff turnover. Furthermore, drawing upon relevant theories, such as Herzberg's Two-Factor Theory and Maslow's Hierarchy of Needs, I offered valuable insights into enhancing job satisfaction and motivation. For instance, with the effective application of such theories, I evaluated which team members can be motivated by offering better salary packages and which to be motivated based on better atmosphere and hygiene (Ihensekien et al. 2023). After this, I started to deal with my team members based on their needs and preferences. The given strategy did not only limit the staff turnover rate, but at the same it allowed us to master our dinner routine by understanding the varying needs of our customers. 
[bookmark: _Toc167452374]Section 4: Future Action Plan
Reflecting on my invaluable experience in the food and beverage department at Leonardo Hotel Cardiff, I have identified areas for personal and professional growth that will shape my future action plan. The important areas for improvement will remain communication and teamwork. During my shadowing experience, I understood the important role of effective communication, which ensures seamless operations and guest satisfaction. Whether it was coordinating with the kitchen team, communicating instructions to service staff, or mitigating guest concerns, clear and concise communication was important and I believe this is the area where I will have to work (Stoyanova-Bozhkova et al. 2022). As a result of this, to enhance this skill, I will aim to significantly for opportunities in the form of team meetings, present ideas, and engage in open dialogues with colleagues. Additionally, enrolling in interpersonal communication workshops or seeking mentorship from experienced professionals will offer me a significant amount of valuable insights and practical techniques (Stoyanova-Bozhkova et al. 2022). Task management and time-management skills will also remain equally crucial in the fast-paced hospitality industry. 


Guest service is the cornerstone of the hospitality industry, and continuous improvement in this area is essential. Building upon the technical knowledge gained during my placement, I plan to deepen my understanding of cultural nuances, eating preferences, and emerging trends in the industry. Moreover, in the future, I want to work on personal skills in the form of empathy, attention to detail, and adaptability as all these are paramount in offering exceptional guest experiences (Park et al. 2020). To cultivate these skills, I will be aiming to continuously aim for sound and detailed feedback from mentors and colleagues, engage in role-playing exercises, and reflect on guest interactions to identify areas for improvement. 
[bookmark: _Toc167452375]Conclusion
My experience in the food and beverage department at Leonardo Hotel Cardiff has been a transformative journey, one that has reshaped my perspective on the industry and ignited a passion for continuous learning and self-improvement. The insights gained from this immersive experience have underscored the pivotal role that work-based skills and technical knowledge play in delivering exceptional guest service standards. The ability to seamlessly integrate theoretical knowledge with practical application was a revelation, as I witnessed first-hand how effective communication, teamwork, and problem-solving skills could elevate even the most meticulously planned operations. Furthermore, the importance of attention to detail, adaptability, and a deep understanding of cultural nuances became increasingly evident as I navigated the intricate world of traditional English dining.


References
Beattie, R. (2024). 7 traditional British dishes you need to try. Retrieved from https://www.twinenglishcentres.com/blog/7-traditional-british-dishes-you-need-to-try
English Food: Lunch and Dinner. (2024). Retrieved from https://www.essentially-england.com/english-food-lunch-and-dinner.html
Evren, E., & Cakici, A. C. (2022). The relationships between institutionalization and dual commitment: A study on hotel kitchen employees. European Journal of Tourism Research, 31, 3110-3110.
Ghani, B., Zada, M., Memon, K. R., Ullah, R., Khattak, A., Han, H., ... & Araya-Castillo, L. (2022). Challenges and strategies for employee retention in the hospitality industry: A review. Sustainability, 14(5), 2885.
Han, J. W. (2020). A review of antecedents of employee turnover in the hospitality industry on individual, team, and organizational levels. International Hospitality Review, 36(1), 156-173.
Heimerl, P., Haid, M., Benedikt, L., & Scholl-Grissemann, U. (2020). Factors influencing job satisfaction in the hospitality industry. SAGE open, 10(4), 2158244020982998.
Ihensekien, O. A., & Joel, A. C. (2023). Abraham Maslow's Hierarchy of Needs and Frederick Herzberg's Two-Factor Motivation Theories: Implications for Organizational Performance. The Romanian Economic Journal, 85.
Jhaiyanuntana, A., & Nomnian, S. (2020). Intercultural communication challenges and strategies for the Thai undergraduate hotel interns. PASAA: Journal of Language Teaching and Learning in Thailand, 59, 204-235.
Leonardo Hotel Cardiff - Formerly Jurys Inn, United Kingdom - www.trivago.co.uk. (2024). Retrieved from https://www.trivago.co.uk/en-GB/oar/leonardo-hotel-cardiff-formerly-jurys-inn?search=100-48148
Park, J., & Min, H. K. (2020). Turnover intention in the hospitality industry: A meta-analysis. International Journal of Hospitality Management, 90, 102599.
Schön, D. (1983). The Reflective Practitioner: How Professionals Think in Action. London: Temple Smith.
Stoyanova-Bozhkova, S., Paskova, T., & Buhalis, D. (2022). Emotional intelligence: a competitive advantage for tourism and hospitality managers. Tourism Recreation Research, 47(4), 359-371.
Sundin, N., Malefors, C., Danielsson, M., Hardiyanti, M., Osowski, C. P., & Eriksson, M. (2023). Investigating goal conflicts in menu planning in Swedish school catering on the pathway to sustainable development. Resources, Conservation and Recycling, 190, 106822.
Waqanimaravu, M., & Arasanmi, C. N. (2020). Employee training and service quality in the hospitality industry. Journal of Foodservice Business Research, 23(3), 216-227.

