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Introduction
As part of the module, I completed a 10-week placement at a hotel located in the city center of Newcastle. Working at a hotel like Premier Inn has allowed me to develop my skills and expand my knowledge of food and beverage. By observing how the hotel maintains quality standards and by experiencing the day-to-day running of a hotel I have been able to implement theory from lectures and further hone my skills.
Section 1: Reflection on Experience and personal development
I have found that effective verbal and non-verbal communication is essential to ensure customer satisfaction (MK Thakur). During my placement, I developed my communication skills with both customers and staff, ensuring I always had a friendly and professional demeanor - willing to help with issues or complaints so guests would feel comfortable throughout their stay. I was able to effectively demonstrate these skills to customers and was fortunate enough to have a TripAdvisor review praising my work, quoting “Naila was especially friendly and welcoming at breakfast” (TripAdvisor, 2024). Going forward I hope to further utilize these skills to ensure customer satisfaction.
Teamwork is another factor that I found crucial to the hotel's smooth functioning. Being able to consider the mindset of the team and communicate clearly and politely is essential to ensuring good relations and efficiency (Nikolich and Sparks, 1995). Adaptability is also important within a team as this allows for problem-solving, which is essential in the hospitality industry. An example of this was during one incident, a new worker dropped a tray of food for a customer onto the floor. As I was the first to witness the incident, I informed the other staff and quickly began placing caution spill signs around the area. As the new employee was in shock, I reassured them and delegated the role of front of the house to them. As a team, we were able to quickly and efficiently clean up the mess that had been made. This allowed empathy to be demonstrated and further improved my interpersonal relations within the team which has been shown to improve overall team performance (Jung, Lee, and Lim, 2023). Furthermore, I ensured that the customers were satisfied by apologizing to them and ensuring that their needs were fulfilled. From this experience, I gained valuable teamwork and crisis management skills that helped me handle the situation. 
Another instance that showed me the importance of problem-solving was when a customer ordered fish and chips for lunch. They had specific dietary requirements due to their religion – the guests could only consume halal meats, fish, or vegetarian options. When the guest ordered the fish and chips – I recalled that the chips are fried in the same oil that meats are fried. I quickly realized that this was an issue and informed my supervisor of the problem, suggesting that I would inform the customer and that we would provide a more suitable alternative. Once my supervisor agreed, I apologized to the customer and explained the situation. Furthermore, I offered them French-fries that are fried in vegetable oil instead. They were happy to be told about this before any consumption and were grateful that we were providing an alternative. The customers still had a pleasant experience due to my problem-solving skills, adaptability, and the company's ability to appropriately communicate when things go wrong. The ability to adapt to different situations is a high-performance work practice that enables growth and motivates improved performance from staff (Safavi, 2018) ensuring high-quality service.
From this experience, I decided to investigate the limitations of vegetarian/halal options, and research concluded that including halal options and more vegetarian options it could create better business and the public could also consume food at the restaurant (Mannaa, 2019). I discussed this with the manager, and we agreed this was an area for potential future development.
Section 2: Critical Analysis of work-based skills and technical knowledge
During my placement, I was able to identify and appreciate the importance of customer service. I noticed that the quality of customer service provided at breakfast time needs to be excellent as it’s the first impression after a night of sleep for the guest – thus an opportunity to further enhance their experience. One way to do this is by ensuring dietary requirements are met, as mentioned before, and the staff have a system in place to notify them of any requirements and allergies. A way to do this may be to have a way to indicate to staff of allergies – for example by making food and brief medical information available on a handheld system when serving guests. Furthermore, research has shown that a proportion of the hospitality industry has a poor knowledge of specific allergies and dietary requirements, so further education and training will be beneficial (Towers and Pratten, 2003).
I was also able to learn how the hotel can motivate staff and allocate profit from the restaurant to further improve services. The hotel sets a 3-weekly target – including staff rotas and a financial goal for the timeframe. If the restaurant is busy, this goal is more likely to be met. If the goal is not met the goal is carried forward into the next target set. If a profit is made – the goal is exceeded – the extra funds can be allocated to employ non-permanent staff, which aids in improving quality of service. Furthermore, I learned that the POS system can be utilized to check the payment status of guests. By swiping the card, it is possible to see if the guest has pre-paid or not as it is linked to the main office. This ensures the smooth running of the hotel. 
Section 3: Reflection on organizational issues
A major organizational issue I noticed was concerning staff training, as many new staff lacked formal training – they were only shown how to do specific tasks such as taking orders. As a result, I found that there were hazards (fallen cutlery) left in the passage between the kitchen and the dining room. I ensured that the hazard was removed to prevent any accidents and discussed the issue with the manager. We discussed implementing mandatory formal training on a yearly or 6 months basis to ensure employees have sufficient knowledge of the job.
Section 4: Future Action Plan
Sustainable practices have a positive impact on customer experience, therefore resulting in a greater chance of returning customers (Pierce, 2021).  The Premier Inn aims to achieve net zero carbon emissions via a 99.6% reduction in emissions by 2040 (Premier Inn, 2023), under the Whitebread family (Whitebread, n.d.). Factors such as waste management and water conservation measures should be considered to promote green living practices, but this may also lead to cost-saving effects which would be an added benefit (Roach, 2023).
 
A vital consideration for a hotel should be its clientele to promote customer loyalty. A sense of community is vital to forming strong connections with customers, and gaining information into their preferences (HospitalityDaily, 2023). As the Premier Inn Newcastle is situated near St. James Stadium, the target audience is the away game football fans that frequent the hotel, as well as Newcastle fans. One improvement that could be suggested is the implementation of a drinks discount when NUFC wins the games. For the restaurant itself, this could be a great way to see profit regardless of guests staying the night at the hotel, whilst simultaneously promoting the idea of fans potentially choosing to book the night there as they would already be inside the hotel premises.
 
Another action the Premier Inn can take to improve its business involves strengthening its social media presence to increase customer intake. The 80/20 rule should be used when posting, with 80% focussing on topics relevant to the hotel industry, and 20% specifically promoting the hotel itself. This split builds credibility and trust between the business and its audience, and studies show a higher level of engagement achieved (Welch, 2022). In the 80% content, a focus on shareability should be prioritized, whereas the 20% promotional content should try and develop a persuasive tone that calls for the audience to want to “find out more” (remindermedia.com, 2017). 

Conclusion 
Experiencing the processes within the food and beverage side of the hotel has been a very valuable experience for me. I have been able to fully appreciate the importance of skills including teamwork, adaptability, and communication – especially regarding problem-solving. I have also appreciated the importance of training and education for staff to improve the quality of services. I have gained a better understanding of how to implement these skills in the future to a business to ensure good quality service.
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