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My first week of placement in Food& Beverage at the Maldron Hotel, I overshadowed two managers and completed basic training this prepared me for my role and made me confident in helping with guest services. I found in the f&b there is a culture of opportunity where staff get rewarded by managers. There is a ‘Food and Beverage’ model which is there to empower employees to all levels (Dalata, 2024). The ‘Safety Promise Programme’ for safe food handling and allergies are sign posted throughout the hotel. The f&b use ‘Dalata’ programme for online training and communication internally this is what I was trained to work in f&b. A robotic system named ‘Anna Bott’ is their main food room service. The dining experience at the Maldron Hotel describes as, “Wherever you find us, whatever you choose, when you visit a Maldron Hotel you’ll always receive a generous serving of hospitality”, (Maldron, 2024). 

The only one robotic in United Kingdom in the Maldron Hotel (2024), Thomas (2024) explains the future of workforce A.I in workforce is robotics and this is a strength Maldron Hotel have already. Anna the bott, once loaded with customers meal from the kitchen, serves the food as a waiter straight to the guest’s room this was mesmerising for me as it works promptly. My experience of Anna bott, as it was loaded ready for action, I followed behind other guests are entertained as this robot sways past their table. I was amazed how Anna bott served everything to a guest room promptly.
 
Description F&B:
F&B front of house consists of five main employees: 
Manager
Assistant Manager
Duty Manager.
The ground floor is designed to be used as a dining area when restaurant is fully booked. This makes the f&b department at the heart of the hotel. Designed to cover 90% into dining for busy periods along with the use of lounge 1 and lounge 2 and the courtyard weather permitted for outside enjoyment. 
Amenities to the first floor, ‘The lounge area’ used for conferences and meetings. I was able to help with organising refreshments efficiently for the meetings having been trained by my colleague. customers can help themselves to complimentary tea coffees water throughout the day.

Teamwork:
During my first week I helped in serving breakfast and evening meals to two tour groups staying at the hotel for four days, this meant breakfast and evening meals were pre-planned and served together.  Includes Breakfast Buffet, 7am- 9.30am and Dinner at 6.30pm set menu.  
Complaint by guests: 
1. The guest was not happy at the speed of service at dinner, and he thought this was because the hotel had another tour booked at the same time.
2. Waiters are handling two plates at a time the waiters should carry 2 on each hand. 

Action Policies and Procedures:
Complaints dealt with a manager is explained to staff not to engage with serving that guest, only a manager to serve. This is to help with staff feelings and guest complaint escalating. Referring back to the Dalata (p18, 2016) handbook its noted that a “complaint is a opportunity for you to solve a problem, a challenge to be overcome” I feel if all staff are trained for complaints procedures then it will not undermine their authority as a waiter as I found with this particular complaint. I shadowed the manager who was calm, he handled the situation in a manner where the guests were satisfied with the prompt actions of explanation and discount. Assistant manager explained to the guests a process must be followed from the kitchen (Hristova. I, 2024). As describes in Gibbs model (1988) different stages exist and I was nervous of the situation at first once rules and regulations explained to the guest they were understanding. Going forward I can strengthen my knowledge of a difficult situation and implementing solutions to problems at difficult situations successfully eliminates on negative guest experience. This successfully left the guests with a smile and a ‘Thank you’ as described in managing learning curves. Asset (2017) feelings in placement under pressure on the chefs who are preparing over 100 dishes of variety at a fast pace, is overlooked but the ‘revenues rise for the hotel’, pressure persist in kitchen, understanding the restaurant’s menu reflecting on peak trade and type of host (Restaurant, 2021).

According to Aset (2017), ‘Good Practise’ in workplace is key in my placement, ‘management roles’ reflect this model as gaining important skills and knowledge learning helped in being able to build relationships with colleagues and simplifying situations. This outcome prevents loss of time and occurrence of any guest issues and conflicts through effective teamwork, leadership. Whilst Independently helping busy areas of food and beverage as needed, I applied my skills and learning during my first-year placement (premier inn 2023). Advancing my knowledge ordering system of ingredients of the different methods of serving storage of dry products and organising guest’s menu’s, developing continuously as my previous placement premier inn had similar storage and serving systems, which I applied in my placement, (2023).
1. Understanding complaints procedures and problem-solving skills in my training I have been able to determine the root cause of the guest issues, and implement effective solution to the problem, along with designated managers including food and beverage managers we discuss these issues at a meeting and found this useful for team building, (UWTSD 2019). 
2. Maintain HACCP system.


Conclusion:
My personal development within f&b is critically thinking of various ways to tackle issues with difficult situations are a valuable skill I have learnt on placement (Voicu.M 2024). I was able to develop a strong understanding of communication skills, problem-solving techniques that will help in my future career of hospitality. Service standard by Johnston et al, (2012, pp.69- 70) asserts customer needs, and guests are huge part of revenue, and all guests are different ‘the service is a process’. Reflecting on learning style of KOLB’s learning cycle (1984) suggesting pass through four distinctive stages how effective listening shows you have empathy for staff and the guest, the guest main complaints are service of timekeeping and staff being attentive taking my training on board, I listen to their complaints and offer our apologies sometimes I offered a complimentary tea/coffee whilst communicating back to the team members.
The f&b team are a asset to the hotel as I experienced how everyone works as a team and when a complaint is overseen by a manager it is done so without hurting employees and guest feelings. I can apply to my learning that importance in continuous updated communication is key to a perfect outcome of a day’s sales figure for the hotel to reach its daily targets and dealing with guest complaints effectively. The food department cost control areas are not made aware to the restaurant staff I feel this is a key point for all staff in f&b to know how to increase F&B revenues. UWTSD, (2019) promotes how the restaurant and bar menu are mirrored to many of the hospitality industry design and food promotions and these skills can be applied in management at the hotel. A negative was they offer a variety of alcoholic drinks and cocktails but no mocktails which is very on trend.  My learning does not stop with this placement as further insight into equipment handling, on job training, portion size, staff orientation and task management is important skill to have as managers (Maldron, 2024).








References
Aset (2017) Good Practise Guide for Workbased and Placement Learning in, Higher  Education, Aset, Sheffield.

Cook, J. Premmier inn 2024, Darlington Town Centre Hotel. Available at: https://g.co/kgs/8n84gd2. 

Dalata Handbook (2016) Maldron Hotel available at: dalatahotelgroup.co.uk

Food Handling (2024), Available at: www.food.gov.uk. (Accessed 2nd May 2)
 
Gibbs (1988) learning cycle p12,uwtsd hand-book.

[bookmark: _Hlk166661709]Hristova, I. (2024) Maldron Hotel Newcastle, 24th-25 April.

Johnston, R, Clark G, & Shulver, M 2012, Service Operations Management Pearson, London (pp69-70).

Maldron hotel Restaurant, Available at: https://guest.maldronhotelnewcastle.com/guest/#. 
(Accessed 8th May 2024).

Thomas M, (2024). https://builtin.com/robotics/future-robots-robotics

Our Safety Promise, Available at: https://www.maldronhotels.com/safety. 
(Accessed 1st April 2024).

Maldron Hotel Dining (2024), Maldron leaflet published 2024

[bookmark: _Hlk166595233]McAnallen, A. (2024) Maldron Hotel Newcastle, 23rd April.

Restaurant 2021, https://www.restaurantonline.co.uk/

UWTSD (2019) Quality Handbook Chapter 10, Carmarthen.

