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[bookmark: _Toc200119649]Introduction 
This reflective study analyse about my 10 weeks experience at the Food and Beverage (F&B) department in Holiday Inn Sunderland - City Centre. The hotel is situated in the central of the city centre and provides service to hotel guests and walk-in customers. It serves breakfast and dinner daily as well as drinks at the bar. While on my placement, I was responsible for waitering, helping in the kitchen, checking the stock and serving at the bar. This reflection study’s purpose is to measure the progress I have made in my personal and work-related development with actual experience. I focused on achieving three learning goals such as improving my communication skills, learning how F&B operations is managed in actual hotel environment and boosting my teamwork and leadership skills. 

[bookmark: _Toc200119650]Role Reflection (Using Kolb’s Experiential Learning Cycle)
The Kolb’s learning Cycle (1984) outlines that people learn from experience by passing through four main steps such as Concrete Experience, Reflective Observation, Abstract Conceptualisation and Active Experimentation. This approach supported me in examining my placement experience from different perspectives (Simon, 2019). 
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Figure 1: Kolb’s Experiential Learning Cycle
Source: (Torontomu.ca, 2024)
Concrete Experience 
While on my placement at Holiday Inn Sunderland - City Centre, I primarily served as a waiter and helped in the bar. My job involved setting up tables, taking orders, cleaning the tables and assisting at the bar. In addition, I helped in the kitchen during peak times by preparing easy dishes and restocking what was needed. Being part of the breakfast and dinner services allowed me to practice customer interaction, work quickly and deal with pressure situations (Kolb, 2017). 
Reflective Observation 
Every time my shift ended, I would think about what made my service good and what I needed to develop myself. I realize that I felt confident in accepting guests and taking orders. However, I was pressured and forgot minor details during rush situations. I observed that my senior co-workers remained calm, spoke with polite body language and concentrate on most crucial task which made the situation manageable. This helped me to think how I would be able to do better under pressure.
Abstract Conceptualisation 
I connected my experience with the knowledge obtained from the Food and Beverage module. Good communication, knowledge about the product and understanding of customers needs are requirements of a good service. Theories such as the Theory X and Theory Y of McGregor made me comprehend the influence of various leadership styles on staff behaviour. I noticed that managers who believed and encouraged employees (Theory Y) established a superior working environment (Heil et al., 2018). 
Active Experimentation 
In order to develop myself, I began to mentally prepare myself to work before every shift, read through the menu every day and received feedback on performance from the supervisors. I was also proactive in service by assisting other people and volunteering to do other things that are not normally part of my scope of work. To improve my skills, I intend to get further training and work experience in similar jobs which strengthen my leadership and time management skills (Kolb, 2017).


[bookmark: _Toc200119651]Development Journey 
At Level 4, I was employed to a smaller and budget hotel where the restaurant was small and the exposure was straightforward. On the other hand, Holiday Inn Sunderland - City Centre is a luxury hotel that offers more services like a bar and a special menu. The scope of work was broader and the pressure was greater and service quality was expected more. I was required to abide by high standards of cleanliness, food safety and customer service (Kusluvan, 2023). 
In the Level 4 Food and Beverage module, I was introduced to menu types, menu engineering, service styles as well as Michelin and AA rating systems. Reflectively, the menu that I created in that module would not be appropriate at Holiday Inn Sunderland - City Centre. Their menu should cater to a variety of customers such as business travellers, families and locals and have to be priced according to the brands. I have a deeper insight into the role of menu layout, legal labelling and dietary requirements in everyday service. The team incorporated the brigade system with defined roles in the kitchen following the model of Escoffier and I observed that teamwork facilitated the smooth operation of everything.
The Level 5 Sustainable Hospitality & Tourism Management module taught me more about the concept of sustainability in the real hotel environment. During my placement, I observe that sustainability was not explicitly demonstrated in the food selection or in the kitchen operations. For instance, I rarely observed attempts to make use of local or seasonal ingredients. Greener practices that I researched such as waste reduction and environmentally friendly sourcing can allow the hotel to enhance its image and save money. The research about CSR also taught me why hotels should take care of both the guests and the environment (Margaret Ann Maclean, 2019).
The Management and Organisational Behaviour module also helped me during my placement. I observed the examples of Action-Centred Leadership when some supervisors strived to complete tasks and also take care of team members and individuals (Gosling, 2017). The Blake and Mouton Managerial Grid helped me to understand that managers who managed people and performance produced superior team cultures.
[bookmark: _Toc200119652]Service Improvement Proposal: Staff Training 
I believe that staff training for new or temporary team members needs to be better in the Food and Beverage (F&B) department at Holiday Inn Sunderland-City Centre. I noticed when staff training changed regularly, it caused misunderstandings and guest service became delayed (Singaravelavan, 2016). There were staff members who were not properly trained on the menu or how to use the till system. This usually slowed down the service during the peak times when breakfast and dinner were being served. 
Some of my colleagues told me they were unsure and anxious when they started because they lacked proper training. One of them told me that they started by serving tables on day one without being trained to deal with specific requests or the system for collecting payments. As a result, it became a challenge to offer the same level of service which is resulting in a bad experience for guests (Szende, Dalton and Yoo, 2021). 
For this, I suggest to use a realistic training program that includes three defined actions. 
Structured Induction Program
Every team member must go through a basic two-day induction program when they start. This must incorporate menu knowledge, food safety, techniques of serving and till usage. Organized training programs in the hospitality industry make service more consistent and improve the confidence of workers. 
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Figure 2: Induction Process
Source: (Dutchuncles.in, 2025)

Shadowing an Experienced Staff Member
Before starting alone, every new employee should watch and learn from a senior staff member for at least two complete shifts. This would provide them an opportunity to observe practical situations of service and ask questions (Cannon, Gustafson and Lodging Educational Institute And American Hotel, 2017). 
Weekly Briefings and Refresher Training 
Staff could gather for a quick team meeting every week to hear about customer service, menu updates and any reminders regarding hotel policies. It helps make sure that employees do not miss out on changing technical information (Hassanien et al., 2019).
Through training enhancement, the hotel will be able to raise staff confidence, lower staff complaints, and enhance group work. They can be trained in the technical knowledge such as serving wine, allergens regulations and operating the till. It can also be examined with mini assessments. This will assist in addressing hotel requirements and establishing a more professional atmosphere.


[bookmark: _Toc200119653]Conclusion
My placement in Holiday Inn Sunderland - City Centre gave me a lot of experience about the operation and customer service segment of Food and Beverage department in hotels. My learning objectives were accomplished by boosting communication, understanding F&B management operations and improving teamwork. By focusing on real issues, I was able to understand my own strengths and shortcomings. As a result of this experience, I plan to consistent improvement of my expertise in leadership and service efficiency in order to excel in the hospitality industry.


[bookmark: _Toc200119654]References
Cannon, D.F., Gustafson, C.M. and Lodging Educational Institute And American Hotel (2017). Training and Development for the Hospitality Industry. Pearson College Div.
Dutchuncles.in. (2025). Available at: https://dutchuncles.in/wp-content/uploads/2020/12/Navigating-The-Induction-Process-With-Ease-2-01-1024x400.jpg [Accessed 11 Jun. 2025].
Gosling, J. (2017). John Adair : fundamentals of leadership. Basingstoke Palgrave Macmillan.
Hassanien, A., Dale, C., Clarke, A. and Herriott, M.W. (2019). Hospitality Business Development. Routledge.
Heil, G., Mcgregor, D., Bennis, W.G. and Stephens, D.C. (2018). Douglas McGregor, revisited : managing the human side of the enterprise. New York: Wiley.
Kolb, D.A. (2017). Experiential Learning: Experience as the Source of Learning and Development. Upper Saddle River, New Jersey: Pearson Education Inc.
Kusluvan, S. (2023). Managing employee attitudes and behaviors in the tourism and hospitality industry. New York: Nova Science Publishers.
Margaret Ann Maclean (2019). Sustainable hospitality and tourism management. Oakville, On: Society Publishing.
Simon, J.B. (2019). Using Kolb’s experiential learning cycle to develop a structured approach for accounting and business research methods. Hull: Hull University Business School.
Singaravelavan, R. (2016). Food and Beverage Service. 2nd ed. New Delhi, India: Oxford University Press.
Szende, P., Dalton, A.N. and Yoo, M. (2021). Operations Management in the Hospitality Industry. Emerald Group Publishing.
Torontomu.ca. (2024). Available at: https://www.torontomu.ca/content/dam/experiential-learning/Faculty-and-Staff-Media/Faculty-and-Staff-Resources-Media/RU-KolbDiagram-rgb.png.




image1.png
Prifysgol Cymru

Y Drindod Dewi Sant
University of Wales
Trinity Saint David




image2.png
B

Concrete

Experience
act, do, experience

Acti
Experimentation
test your conclusions, Learning look back and assess,
develop a plan what went well,
of action Cycle not so well
\—m 57 e
Conceptualization

make sense of the
experience, draw
conclusions




image3.jpeg
The Structure of
an Induction Process

General Induction Phase Specific Induction Phase Follow-Up
- Meot the HR - Meeting the team - Foedback
- Documentation check - The four - Appraisal meeting

- Basic information - Training





