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Overview of the Hotel’s Food and Beverage Operation
The Food and Beverage department in The Mercure Birmingham West Hotel is integral in the delivery of a high-quality service to both internal and external visitors. The service is manifold and offers in house restaurant, bar, and room service. The restaurant is a casual one and offers a diverse menu to suit a wide range of dietary requirements. On a moderate scale, the department processes daily guest services as well as special events. Coordination with staff members is necessary for the operation to run smoothly as they further aid effective communication (Walker, 2021).
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(Source: Accor All, 2019)
Learning Objectives for the Placement
The learning objectives for this placement were as follows:
· To deepen my understanding of guest service standards within a professional setting.
· To enhance communication and teamwork skills, especially in a supervisory role.
· To improve task management, including time-management abilities and resource allocation.
· To gain insights into the supervisory role in managing day-to-day operations.
· To analyse operational and organisational challenges within the department, focusing on efficiency and quality.
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Shadowing a Supervisory Position
On my placement, I was lucky enough to be able to shadow a supervisor in the Food and Beverage department to experience first-hand what this position entails. As per Gibbs' Reflective Cycle, I start with Description (the first stage of the model) in which I observed the supervisor dealing with staff, guest complaints as well as ensuring the delivery of food orders as smoothly as could. One aspect of the job was balancing several tasks, including working with kitchen staff, guest expectations, and inventory as supported by Stone, Migacz and Sthapit (2022).
[image: Gibbs' Reflective Cycle - 864 Words | Essay Example]
[bookmark: _Toc189774257]Figure 2: Gibbs’ Reflective Cycle
(Source: Inspired by Gibss, 1988)
Thinking about this, I confronted the Feelings stage, where I was flooded by this fast environment. However, after I began to shadow the supervisor and spending more time seeing what needs to be done, I got the hang of the idea of good leadership, clear communication, and adaptability in dealing with these challenges.
The next stage in Gibbs' cycle is the Evaluation stage where I was able to critically assess the experience. I noticed that the supervisor performed the situation well but at times was still tense, particularly when staffing was thin during hectic intervals. This made me reach at Analysis phase and towards effective communication and delegation could help reduce such pressures. Although I found shadowing an invaluable experience, my Conclusion was that it revealed the necessity of better staffing strategies during peak times to ensure smoother operations.
The Action plan phase of Gibbs' model motivated me to write down the future goals. To improve further in a similar situation in the future, I intend to take training in supervisory skills, such as conflict management and staff scheduling inspired by Hashim et al. (2023).
Development of Work-Based Skills and Technical Knowledge
During the placement, I learned both work-based skills and technical knowledge. Looking back, I realised the value of technical systems like point of sale (POS) systems, that were able to make processing orders and payments more seamless. I also acquired the experience of managing guest expectations, dealing with complaints, and ensuring all these practices were done at an optimal level. I was also involved in ensuring that service was consistent, even during operational challenges, and this helped me to develop better task management skills.
This process allowed me to reflect over what I know previously of the academic, I used theories of management and leadership and see how they were applied. This gave me a chance to understand how staff performance and guest satisfaction affect the ability to provide service quality.
Impact of Personal and Vocational Development
In hindsight, I realised that my coursework had indeed done a good job in developing my communication skill that I used to interact well not just with guests but also with staff as well. These skills were such a big help during my placement when dealing with guest complaints and being sure to provide excellent service (Seyitoğlu et al., 2022). This placement helped me develop the vocational skills that have helped me to manage tasks, approach teamwork, and assist visiting guests.
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Importance of Work-Based Skills in Guest Service Standards
Guest service standards are carried out through work-based skills (Anuar et al., 2024). Within a Food and Beverage department, communication, paying attention and the ability to multitask are crucial in relation to the guest facing and operational tasks. The skills they possessed during my shadowing experience were crucial to maintain consistency and to make sure guest expectations are met. Delegating tasks efficiently, and managing staff under pressure was the responsibility of the supervisor, in order to keep up the service levels during peak hours.
Additionally, operating POS systems and maintaining inventory is essential to the operation of the department (Anuar et al., 2024). From watching the supervisor’s technical expertise, I can notice how vital this is to accept errors, render clients with timely service and make sure guest satisfaction.
Examples and Insights from the Placement
One of the key moments include a very hectic lunch rush. By delegating tasks to the team and maintaining communication lines open, the supervisor was able to simultaneously work with guest service and other operational tasks. It showed that teamwork and how clear communication can ease the stress that comes along with high guest volume was important (Hagg, 2013). I learned how a technical knowledge and work-based skills enables staff to keep high standards even if it is a busy time.
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Identification of Organisational Issues
During my placement, I identified an organisational issue where the lack of adequate staffing during growth periods impacted on service delivery. During these busy times, the department could not keep track of visitors’ expectations and there were delays and complaints. What I saw was that there was no existing plan to deal with the high demand times.
Impact of the Issue
These staffing shortages had a profound impact, causing service delays, frustrated guests and a serious build-up of stress for the remaining team members (Maslach and Leiter, 2022). This also generated operational inefficiency as tasks had to be re-assigned and staff was over stretched.
Proposed Solutions
To address this problem, I suggest implementing a more flexible staffing schedule allowing for peak hours and special events. Using a forecasting model to predict busy times, the department could employ temporary or part time staff when times are heavy (Rostami-Tabar, Browell and Svetunkov, 2024). Moreover, training staff in multiple roles would allow other staff members to be tapped when personnel shortages arise. These would help in improving operational efficiency and prevent staff burnout.
[bookmark: _Toc189774280]Conclusion and Action Plan
Key Insights and Reflections
My placement experiences at the Mercure Birmingham West Hotel played a pivotal role in my development of the important work-based skills and technical knowledge necessary to deliver the guest service standards. With regard to Gibbs’ Reflective Cycle, I’ve had to reflect on how communication, task management and technical knowledge play consistently in the delivery of high-quality service. I have also found out areas to improve, for example, issue with staffing during peak period.
Value of Personal and Vocational Development
This experience has renewed my passion for a career in the hospitality business. This placement offered a chance to use theoretical learning from my studies to real life, thus deepening my leadership and communication skills. Now, I have more of an idea of the problems at work in a food and beverage department.
Future Action Plan
My thoughts lead me to focus on my supervisory skills, first by enrolling in some additional training courses like conflict resolution, time management, and staff scheduling. I will also try to get more hands-on experience in the food and beverage operations to better develop technical knowledge and work-based skills.
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