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[bookmark: _Toc199370186]Introduction
Located in the countryside and renowned for its elegant architecture and personalised service, Rossington Hall is a historic, independent, upscale hotel (Mark, 2025). The hotel's food and beverage services include a fine dining restaurant, a cosy bar, room service, and catering for weddings, conferences, meetings, parties and other events. My placement at Rossington Hall consisted of assisting an F&B supervisor managing guest services and daily business operations.
My three primary learning objectives were:
· to develop effective leadership and communication skills within a hospitality team,
· to understand the operational challenges of managing an upscale F&B service
· To enhance my ability to handle guest interactions and resolve service issues efficiently.
This placement provided valuable hands-on experience in a premium hospitality environment.


[bookmark: _Toc199370187]Section 1: Role Reflection
Kolb’s Experiential Learning Model is a four-stage process: concrete experience, reflective observation, abstract conceptualization, and active experimentation (Kolb, 1984).
[bookmark: _Toc199370188]1.1 Concrete Experience: 
During my placement at Rossington Hall, I held the role of Assistant F&B Supervisor. My daily tasks included overseeing restaurant operations, coordinating between the kitchen and front-of-house staff, and ensuring smooth guest service. I was responsible for monitoring service flow, assisting with staff scheduling, and addressing guest queries or complaints. Interaction with team members involved giving clear instructions and supporting junior staff, while also maintaining positive communication with guests to enhance their dining experience (Walker, 2021).
[bookmark: _Toc199370189]1.2 Reflective Observation: 
Adequate supervision at Rossington Hall required strong leadership, clear communication, quick problem-solving, and adaptability. I observed leaders who motivated staff positively, maintained calm during stressful moments, and resolved conflicts efficiently. Communication was essential in coordinating the team and relaying guest feedback (O’fallon and Rutherford, 2010). Problem-solving skills were tested when unexpected challenges arose, such as staff shortages or special requests from guests. Adaptability was necessary to adjust plans in real-time.
Reflecting on my skills, I recognized my strength in communicating clearly with both staff and guests, which helped prevent misunderstandings. However, I noticed a weakness in decisiveness during high-pressure situations, sometimes hesitating to take swift action. Additionally, I aim to enhance my problem-solving confidence, particularly in managing unexpected service disruptions.


[bookmark: _Toc199370190]1.3 Abstract Conceptualization: 
One example of adequate supervision occurred during a busy dinner service when the supervisor quickly identified a bottleneck at the bar and reassigned staff, preventing delays and ensuring guest satisfaction. This proactive approach maintained smooth operations and motivated the team. Conversely, ineffective supervision was observed when a supervisor delayed addressing a guest's complaint about slow service, which caused frustration and negative feedback from the guest. This lack of timely intervention had a negative impact on the restaurant’s reputation and team morale (Mitchell, 2024).
[bookmark: _Toc199370191]1.4 Active Experimentation: 
To develop professionally, I plan to:
1. Attend leadership workshops to enhance decision-making skills under pressure.
2. Practice problem-solving techniques through simulated service challenges.
3. Seek regular feedback from supervisors and peers to enhance adaptability and communication effectiveness.
These steps will help me become a more confident and effective supervisor in future roles.


[bookmark: _Toc199370192]Section 2: Development Journey
[bookmark: _Toc199370193]2.1 Comparison with Level 4 F&B Placement 
My current placement at Rossington Hall differs significantly from my previous Level 4 placement, which was at the same hotel. This is due to the business now hosting different kind of events such us parties, gatherings, large dinners, conferences, afternoon teas and weddings while at L4 the F&B consisted mostly in serving dinners or afternoon teas for hotel guests. Both placements involved core operational tasks such as serving guests, managing orders, and maintaining cleanliness, and required direct customer interaction, which enhanced my communication skills. However at L6 I have faced more challenges and gained more knowledge due to the event types and the number of guests involved. 
Rossington Hall, being an upscale independent hotel, offers a more complex and diverse range of food and beverage services, including fine dining and event catering (Mark, 2025). These services were not present in my earlier experience.
The scale and formality of operations at Rossington Hall presented new challenges, including managing a higher volume of guests and adhering to more stringent service standards. While my Level 4 placement provided me with foundational experience, the current placement enabled me to develop advanced skills in handling guest expectations and working with a larger, more specialised team. Both experiences had positives: the Level 4 placement helped build my confidence, while Rossington Hall refined my professional approach. The main challenge at Rossington Hall was adapting to the pace and elevated service quality expected.
[bookmark: _Toc199370194]2.2 Learning Reflection from Modules 
The knowledge gained from the Level 4 Food & Beverage Operations module greatly supported my understanding of daily service procedures and customer service principles during this placement. Service flow management and hygiene standards are directly applicable and enable recognition of operational efficiency (Wood 2013). Moreover, I gained further understanding of sustainability practices in the hospitality industry as a result of the Level 5 Sustainable Hospitality and Tourism Management module. This learning prompted me to observe how Rossington Hall implements sustainable initiatives, such as using local ingredients and reducing food waste, which align with industry best practices. Learning these principles helped develop an appreciation for how demanding operations can be and how equally important environmental responsibility is. By combining these modules, theory and practice were linked, enabling me to become more capable of effectively working on the F&B operation and relating to the current ideas of sustainable goals found in modern hospitality management.
[bookmark: _Toc199370195]Section 3: Service Improvement Proposal
[bookmark: _Toc199370196]3.1 Identification of Improvement Area and Observations
The key aspect of improvement on the F&B operation at Rossington Hall is guest complaint handling. As part of my placement, I noticed that responding to guest concerns at times created dissatisfaction, as was highlighted through colleague feedback and my observations. For upscale service environments, achieving high standards of service and guest loyalty depends on prompt and effective complaint resolution (Cousins and Weekes, 2020). This is an area for improvement, as enhancing it will provide an even better experience for guests and also enhance the hotel's reputation for exemplary service.
[bookmark: _Toc199370197]3.2 Improvement Plan with Actionable Steps
The following are steps I propose to improve guest complaint handling:
1. Staff Training Workshops: Regular training sessions should be implemented to educate staff on how to manage complaints (Saxena et al., 2023) effectively. Skills that will be trained in this context include active listening, empathy, and the ability to resolve issues quickly for service recovery.
2. Implement a Digital Feedback System: Guests could submit feedback to a real-time digital platform while still in the hotel (Buhalis and Sinarta, 2019). It would give staff the chance to help you get back on track quickly and follow up promptly, making the process of recovering from these incidents much easier for all involved.
3. Establish a Clear Complaint Escalation Process: Staff should be informed of a clear and structured protocol for escalating complaints to supervisors as soon as a complaint arises (Guerin, 2022). These steps aim to empower staff, streamline communication, and ensure guest concerns are addressed efficiently, improving overall satisfaction and operational effectiveness.
[bookmark: _Toc199370198]3.3 Enhancement of Performance Criteria & Technical Knowledge
To align staff performance with Rossington Hall’s service standards, continuous training should emphasize both technical skills and interpersonal competencies. Regular performance reviews and refresher courses will reinforce best practices in guest interaction and complaint handling (Saxena et al., 2023). Incorporating technical knowledge updates, such as new hospitality software or service techniques, ensures staff remain competent and confident. This commitment to ongoing development fosters a culture of excellence and responsiveness, essential for sustaining high-quality guest experiences.


[bookmark: _Toc199370199]Conclusion
The experience of being placed at Rossington Hall provided me with a genuine understanding of how complex food and beverage operations can become in an upscale hospitality setting. As a result, I developed important supervisory skills, including leadership, communication and problem-solv­ing, which enabled effective team coordination and satisfied guests. I met my learning objectives by gaining a deeper understanding of operational challenges and enhancing my guest service capabilities. This placement has always boosted my confidence and prepared me for future opportunities in hospitality management. The experience has encouraged me to pursue a career where I can dedicate my passion for providing exceptional service and achieving constant professional growth.
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.
	Yes ☐
No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	Yes ☐
No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your own work within specific standards.
	Yes ☐
No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐
No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐
No ☐✔

	PROGRAMMEING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐
No ☐✔

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	Yes ☐✔
No ☐




I acknowledge the use of Grammarly (https://www.grammarly.com/) on 25th May 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI-generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before and after the use of AI tools, which I may be asked to provide as evidence.

