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[bookmark: _Toc183806439]Introduction
The operation at a guest hotel consist of various departments such as Reception/Front Office, Housekeeping, Meetings/Events, and Food and Beverage (F&B). These departments work together to create seamless and exceptional guest experiences. My placement at IBIS is more focused on shadowing a supervisory role within the F&B department, where I aimed to:
· Observe and understand daily operations in the F&B department.
· Develop work-based skills such as communication, teamwork, and problem-solving.
· Gain technical knowledge in menu planning, food safety, and service etiquette.
At BIS a French hotel brand owned and created by Accor in 1974. This paragraph offers a comprehensive overview of the Food and Beverage (F&B) operations and relevant front desk procedures at Ibis Hotel. It covers various weekdays and detailed breakfast service, guest check-in/out, room management, and guest inquiries. Breakfast is served from 7:00 AM to 3:00 PM at €8.50 per person, with free meals for children under five and half-price for those aged 6-11. The breakfast menu includes fresh-baked pastries and allergen-free options. Check-in starts at 3:00 PM or 9:00 AM on weekends with a €20 surcharge; check-out is by 12:00 PM
This journal and its contents help reflects on my experiences, challenges, and the growth I experienced during the placement, using Gibbs' Reflective Cycle (1988) as a framework for critical reflection. Adeani et al. (2020) stated that this is commonly used to evaluates experiences and foster learning.
[bookmark: _Toc183806440]Section 1: Reflection on Experience and Personal Development
Description
During the placement, I shadowed an F&B supervisor responsible for managing staff, some of the operations I engaged in while serving is resolving guest complaints, and ensuring smooth dining operations. One notable experience involved resolving a delay in food service caused by a kitchen mishap, this experience made me learn a lot. The supervisor quickly offered complimentary appetizers and personally apologized, showcasing exemplary problem-solving and leadership. This aligns with the insights of Ivanov and Webster (2023), who emphasized that automation in inventory management supports efficiency but requires human oversight to prevent disruptions.
Feelings
Initially, I felt overwhelmed by the fast-paced environment and the level of responsibility required in this role. From food services, to guest experience and managing the beverages within the organization as highlighted by Dopson and Hayes (2019). However, as I gained familiarity with the operations, I felt more confident and capable of contributing meaningfully.
Evaluation
The experience provided valuable insights into effective service delivery. The experience at IBIS consist of both positive and negative aspect. The positive aspects of my stay at IBIS include the hands-on application of service standards and teamwork, which is peculiar to the view of Krstic et al. (2015). However, on the other side, several challenges such as handling demanding guests (Okeiyi et al., 1994), highlighted areas where I could improve my patience and stress management. This is consistent with Bisui et al. (2022), who noted that addressing dietary restrictions and preferences requires effective listening and adaptability, critical for guest satisfaction.
Analysis
This experience I had at IBIS stressed the need for effective communication and teamwork in maintaining service standards. For example, I observed that the effective coordination between kitchen and dining staff was critical to delivering a positive guest experience. Most of these activities are done behind the scene, but are crucial to the growth of the business and improving guest experience. The supervisor’s technical knowledge of menu items and food safety regulations demonstrated the need for continuous learning in this field, as also discussed by Dais et al. (2018).
While I shadowed as the supervisor at IBIS, it enhances my understanding of the complexities involved in F&B operations. The experience underscored the significance of personal development in areas such as leadership and adaptability.
Action Plan
To build on this experience, I plan to:
1. Enroll in advanced hospitality courses focused on leadership and F&B management. This would be done immediately after graduation while seeking out for job placement.
2. I also intend to practice stress management techniques which will help me handle challenging situations more effectively. This would also be done immediately after graduation while seeking out for job placement.
3. Seek mentorship opportunities to refine my skills in guest service. I hope this would possible while engaging in the real world situation.
[bookmark: _Toc183806441]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills such as communication, problem-solving, and time management are essential for achieving guest satisfaction. For instance, during my placement, I observed how the supervisor anticipated guest needs and managed service delays proactively. Their technical knowledge of food preparation and menu composition ensured high service standards, as also highlighted by Dopson and Hayes (2019).
One specific example involved assisting a guest with dietary restrictions. The supervisor’s clear communication and empathetic approach not only addressed the guest’s concerns but also created a positive dining experience. This incident highlighted the importance of combining technical knowledge with interpersonal skills to exceed guest expectations.
Academic theories, such as Social Learning Theory (Bandura, 1977), reinforce the value of observational learning in acquiring these skills. By shadowing the supervisor, I gained practical insights that complemented my academic foundation in hospitality management.
[bookmark: _Toc183806442]Section 3: Reflection on Organizational Issues
Identified Issue: Staff Training
The onboarding process for new staff lacked depth, focusing primarily on basic protocols rather than comprehensive technical training. This gap was evident when a new server struggled to explain menu items and recommend wine pairings, potentially leading to guest dissatisfaction. As noted by Giritlioglu et al. (2014), the lack of adequate training and expertise in F&B management can hinder service quality.
Proposed Solutions
1. [bookmark: _Hlk183806968]Implement a mentorship program pairing experienced staff with new recruits for on-the-job training.
2. Develop standardized training modules covering food preparation, menu knowledge, and service protocols.
3. Utilize e-learning platforms for flexible training opportunities.
These solutions align with Bandura’s Social Learning Theory (Bandura, 1977), emphasizing mentorship and practical learning to enhance staff competencies.
[bookmark: _Toc183806443]Section 4: Future Action Plan
[bookmark: _Hlk183806934]Based on this placement, I have identified areas for growth and developed the following action plan:
1. Skill Enhancement: I intend to enroll in courses on wine pairing, mixology, and international cuisine to expand my technical knowledge (Ebrahim & Gad, 2022). This is as a result of the challenge I encountered while working at IBIS, being a professional will help me offer effective service. 
2. Leadership Development: I also plan to attend workshops that are related to communication and conflict resolution to build stronger interpersonal skills (AbuKhalifeh & Som, 2012). The case involving kitchen mishap during my service there at IBIS has motivated this.
3. Practical Experience: Volunteer in diverse hospitality settings to gain a broader perspective on guest service. Ebrahim and Gad El Rab (2022) stated that volunteer jobs have served as platform from growth and contribution for intern who served in this role.
I believe these steps will prepare me for future roles in the F&B industry, where adaptability and expertise are critical for success.
[bookmark: _Toc183806444]Conclusion
My experience at IBIS as a F&B placement intern, was a transformative experience, this experience provides me with more practical insights into the operational and managerial aspects of guest service. By shadowing a supervisor, I did not only observe directly the importance of work-based skills but I also learnt technical knowledge that could help to maintain high service standards in any guest hotel across the globe.
This reflection has help me to highlight key areas for that are needed for my personal and professional development, these areas include leadership, communication, and problem-solving skills, which I hope to work on. Moving forward, I am committed to building on these experiences to achieve my career aspirations in hospitality management.
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