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Assessment Component 1 – Student Learning Log

Introduction
Holiday Inn Sunderland – City Centre is a moderately sized hotel for working and tourists located in Sunderland. Situated within three minutes’ walking distance from the Sunderland Central Station, the hotel is easily accessible to the commercial and tourist destinations in the city (IHG, 2025). The F&B division of the hotel includes the hotel restaurant, bar, room service, buffet service, a la carte service and catering services providing quality food to the guests.
Learning objectives:
Supervisory and leadership skills in F&B operations: Strengthening skills in managing subordinates and guaranteeing customer satisfaction in the F&B sector. ​
Guest service, communication, and teamwork: Building up heightened people skills to ensure healthy cooperation between team members to deliver quality service to the guests. ​
Becoming well-equipped in food service, hygiene, and operation: Deep understanding of the best practise in hygiene, service delivery, and operation to deliver quality services to customers. ​
Customer relations: Implementing basic knowledge of how to manage tasks and solve problems in the hospitality field to avoid disturbances in the work process. ​
Challenges: This section of the reflection will entail a discussion of some of the major challenges that could manifest in the F&B department with suggestions on how to overcome them.

 Reflection on Experience and Personal Development
Gibbs' Reflective Cycle (1988) offers a specific approach to analysing experiences while obtaining valuable insights (Adeani et al., 2020).
a) Description of key experience
In my work experience at Holiday Inn Sunderland, I Received a guest’s complaint regarding the delayed room cleaning services. The guest had returned to the room from a busy morning hoping to find the room clean only to be disappointed by no service. When they came to the front desk to complain, I took charge and reconciled them by saying that the problem would be solved immediately and explained they go by floor to floor. I informed the housekeeping management to make sure the rooms were cleaned as a priority then gave the guest a complimentary drink. ​
b) Feelings
At first, I had a nervous apprehensive and yet responsible feeling when I understood the guest’s irritation and accepted the urgency of the situation. Nevertheless, I realised that I was self-assured in managing such a situation professionally. The fact that the guest was visibly irritated and had additional requests made the experience more stressful, on a positive note, after helping the guest, he was very appreciative, which was satisfying. ​
c) Evaluation
The effective intervention made here was the way I responded to the angry guest right away and tried to find ways to make amends to him and calm him down. The gesture, there is no difference from presenting a complimentary beverage to a guest signalised care and concern for the guests’s needs. However, the failure to have timely room servicing at the beginning revealed an organisational problem, which is the lack of proper communication between departments. ​
d) Analysis
This situation proved that emotions have of major influence on the hospitality industry. It was important to be aware of the guest’s emotional state as well as my own and deal with the emotions and their outcomes properly. Emotional intelligence however plays a key role in handling disgruntled guests, controlling conflicts and handling crises among the staff and between the resort and guests, hence customer satisfaction increases (Paulraj, 2024). The event went further to show the need for better cooperation between departments to avoid such failures. ​
e) Conclusion
It is important for Great Plans to always be on the defensive in its communication with guests alongside extending empathy. When situations that may be unpleasant to guests arise, Management needs to address them as early as possible and provide a solution that can help positively change guests' perceptions, hence extending guest loyalty. Third, there is a need to encourage transferral of information and communication amongst the staff to run the operation smoothly.
f) Action plan
It is also advisable to have daily huddle meetings between the front office and housekeeping departments regarding the status of the rooms (Gholami, 2015). ​ Besides, it is required to attend relevant training courses were aimed at enhancing your perceived ability to interact with the guests emotionally (Stoyanova-Bozhkova et al., 2022). It is important to use the time-tested way of scenario-based training for the enhancement of critical thinking skills when faced with unexpected difficulties, as well as the ability to multitask (Wang and Wang, 2017).

Critical Analysis of Work-Based Skills and Technical Knowledge
Successful delivery of hospitality and other targeted F&B business services requires appropriate integration of work-based skills and technical content knowledge. ​
Importance of work-based skills in hospitality
Understanding concerns and the people skills of the employees are essential in overseeing guests and attending to their problems. The understanding of service recovery means that any failure in the delivery of services is well addressed so as not to lose guests. ​The work environment in the field of hospitality implies multi-tasking (Davis et al., 2018). Effective time management and priorities also reflect good strategic skills within the staff to meet the pressure of dealing with several matters on time for the benefit of overall service delivery (Cousins and Weekes, 2020). 
Technical knowledge gained.
The knowledge of the different diets and potential allergens is important in F&B operations. The knowledge brought in makes sure that the guest’s health and eating habits are considered hence a good dining experience (Muraro et al., 2014). ​There should be effective serving skills, especially in beverage handling, preparation, and stock management. According to the obligations of ISO 22000, all standards of health and safety must be met to protect the guests and company members (Escanciano and Santos-Vijande, 2014). ​
Application of theory to practice
The connection between theory and practice is useful for boosting the performance of hospitality professionals. For instance, nonverbal communication affects the impressions of guests in several ways. As for facial expression and body language, the employees, ranging from housekeepers; to receptionists and waiters, should always make good eye contact and adopt relaxed and smiley body posture to reassure and calm the guest (Papathanassis, 2012). 

Reflection on Organisational Issues
​The lack of quantity of staff members means if they call in sick, are on vacation or leave during business boom periods, customer service is struggling because it takes longer to get product service (Morosan and Bowen, 2022). Flexibility in the implementation of the workforce means cross-training is effective operationally as it deems each employee versatile enough to undertake several duties. This approach will also mean that critical functions are not derailed simply because certain members of the team are not around. Moreover, with efficiency brought by adopting technology such as digital order management systems, there is a reduction of additional problems associated with understaffing. By doing so, the hospitality establishments would be able to uphold high service delivery even when faced with personnel issues.

Conclusion and Action Plan
Conclusion
My placement at Holiday Inn Sunderland was helpful in the development of leadership and communication skills as demanded in hospitality management. Dealing directly with guests helped me understand how to be effective in providing excellent customer services when something vital when it comes to the hospitality industry.
Action plan
For my professional growth, I will need to proceed with the training around Food and Beverage management because, in this field, it is crucial to have specialised knowledge to receive a promotion. Moreover, I would like to take some leadership courses, which are crucial to enhance best practise in management in the hospitality industry. 
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