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[bookmark: _Toc191404115]Introduction 
Food and beverage operations in the hotel industry have a significant influence on the profitability of the businesses. The report will reflect on the experiences of the author in the operations of Maldron Hotel Newcastle. It is a 4-stat hotel situated at the centre of Newcastle City Centre. In the restaurant, there are various options such as British cuisine and continental options. It has an on-site bar that offers champagne/wine and also a kid-friendly menu (Maldron Hotel, 2025). The learning objectives of working in that department are provided below:
· To develop concrete knowledge about the F&B operations in the hotel businesses. 
· To enhance technical knowledge in F&B operations. 
· To make improvements in communication and teamwork skills. 
· To achieve continuous professional and personal growth. 
[bookmark: _Toc191404116]Section 1: Reflection on Experience and Personal Development
To reflect on working experience in the F&B operations and personal development from the placement, Gibbs’ Reflection Model has been applied below:
1. Description: I took the opportunity to perform a supervisor role in the F&B department at Maldron Hotel Newcastle. Throughout my placement tenure, I used to observe daily operations, coordinate service staff, and respond to guest queries and requests. In the shadowing role, I could realise the importance of multiple role-playing in the F&B department. 
2. Feeling: Initially, I felt excited and apprehended to take the role in such a fast-paced work environment. I found myself eager to accept new learning opportunities. However, I was a little anxious to get myself exposed to high standards in F&B operations. Slowly, I could transform my nervousness into confidence by communicating with the hotel management and the staff. 
3. Evaluation: I have had several positive and negative aspects during my placement at the F&B department in the hotel. In positive aspects, I observed that supervisors should have the ability to manage diverse teams. In our team, we had staff from different cultural backgrounds. Understanding their needs and expectations was key to leading the team in the right direction. The supervisors needed to establish clear and effective communication across departments. As a result, the F&B department could continue its operations smoothly without facing any disruptions and conflicts (O’fallon and Rutherford, 2020). The development of technical skills such as operating inventory management systems along with other interpersonal skills was crucial in delivering superior guest experiences. In negative aspects, I had to operate in a high-pressure environment. Sometimes the number of guest requests got higher. In that situation, I needed to make quick decisions. The opportunity to work in the department helped me develop decision-making skills and stress management. 
4. Analysis: The integration of work-based skills and technical knowledge is essential in ensuring high-quality guest services (Johnston, Clark and Shulver, 2012). My ability as a supervisor to effectively communicate with other teammates made the service delivery in the F&B department smoother and the workplace could get a high-performing team. I identified that I could enhance my adaptability skills while dealing with the fast-paced work environment. My teammates felt empowered as I provided them the scope to make their own decisions. These aspects align with the principles of transformational leadership and situational leadership. Effective communication and support from peers have made it easier to handle high-pressure situations and overcome organisational challenges. To succeed in the F&B department in the hotel industry, one must have a clear and concrete understanding of food safety protocols and standards (Marneros and Gibbs, 2015). They should be able to operate reservation systems and execute the 7Ps of service marketing. Organisational skills can complement the technical skills in the F&B department (Davis et al., 2018). Organisational skills such as time management and optimal resource allocations can increase the performance within the team. 
5. Conclusion: The shadowing role as a supervisor in the F&B department contributed significantly to developing work-based skills. I have areas to further develop such as leadership skills, decision-making skills under challenges and high pressure, and conflict resolutions across departments. 
6. Action Plan: To enhance my work-based skills in the hospitality industry, I plan to undertake any leadership role within the organisation. It will provide me with the opportunity to manage dynamic teams and make decisions. I plan to take training on conflict resolution and stress management (Marneros and Gibbs, 2015). Moreover, I will continuously reflect on my learning to enhance my work-based skills. 
[bookmark: _Toc191404117]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical skills are needed to meet guests’ expectations and maintain service standards in the F&B department. Knowing the technical aspects such as reservation systems, inventory management, and customer queries can develop key competencies to operate the F&B operations of the hotel. To excel in the F&B department, the supervisors should know how to operate point-of-sale (POS) systems, food safety protocols, and inventory management software (O’fallon and Rutherford, 2020). These are some examples of technical knowledge that I gained from my shadowing role. I used to track orders using digital systems. The supervisor needed to coordinate with the IT team when there were any technical issues in the systems. The hotel complies with strict rules and regulations to maintain its standards (Maier, 2016). I integrated my work-based skills with my technical knowledge during my supervisory role in the department. I routinely checked the procedures and standards maintained by the staff. From the kitchen to the dining of the restaurant, supervisors must ensure safety and hygiene standards because it correlates with guest satisfaction. The work-based skills such as communication skills, teamwork, time management, and problem-solving skills are critical in the hospitality industry (Ninemeier and Hayes, 2016). My experiences at the hotel provided me the opportunity to apply these skills with my technical knowledge. 
[bookmark: _Toc191404118]Section 3: Reflection on Organisational Issues
During my placement, I encountered some critical organisational issues which were affecting guest satisfaction at the F&B department. Among these issues, the most important issue was the lack of a streamlined internal communication system and unclear roles and responsibilities. I found that there was a communication gap within the team. Some staff were confused about complaints handling. Such issues can have a significant impact on F&B operations and organisational performance. The lack of an effective internal communication system can slow down service delivery (Walker, 2020). During peak hours, such delays can cause dissatisfaction among the guests. Moreover, if the roles and responsibilities are not properly assigned, there might be conflicts and uneven distribution of workloads. In the long term, it can increase stress among the employees decreasing their overall performance. To overcome the issue, the hotel can adopt the following solutions:
1. The F&B department should establish a formal communication protocol and it must make the roles and responsibilities clear for all staff (Cousins and Weekes, 2020). To enhance the communication process, Shannon and Weavers’ model of communication can be applied. Possible noises should be identified to minimise misunderstanding. 
2. A feedback mechanism can be implemented to assess the effectiveness of the communication process. Clear communication is a hygiene factor that can develop dissatisfaction among the employees. Feedback mechanisms can positively contribute to employee satisfaction and loyalty (Hee et al., 2018).
[bookmark: _Toc191404119]Conclusion 
My placement at the F&B department enhanced my work-based skills and technical knowledge which I can utilize in my future career. However, I should focus on developing leadership skills, technical knowledge, and operational procedures in the F&B department to succeed in the industry. 
[bookmark: _Toc191404120]Action Plan
I plan to work on my personal and professional development in the F&B department. I should participate in the leadership and communication workshop to enhance my employability in the industry. I should further gain knowledge of food safety protocols and standards of the hotel to enhance the guest's satisfaction and loyalty. I can enrol in courses related to the food safety standards and regulations to learn more about industry practices. 
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