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Introduction 
The Hilton Garden Inn Doncaster Racecourse, positioned within the grounds of the Doncaster Racecourse, is a focused-service hotel catering to leisure and business guests. This learning log assesses the benefits of job shadowing within the Food and Beverage Department. Additionally, it will critically analyse work-based skills and technical knowledge based on the reflection model proposed by Donald Schön. Moreover, this paper will provide recommendations for addressing organisational concerns. 

Learning Objectives
· Food and Beverage Department Key Learnings
· Shadowing Empowerment
· Personal and Vocational Development – for the Hotel Industry
· Skills Development Strategies 













1. Experience and Personal Development Reflection 
Throughout my journey at the Hilton Garden Inn Doncaster Racecourse, I worked within different departments including the F&B department. I had a very full and rewarding experience which has enabled me to get valuable insights into the skills of a thriving F&B manager. 
During my time assisting in the F&B area on the bustling race days of October 25th and 26th, I deepened my understanding of the power of delegation. As Rees (2015) highlights, this essential skill allows hotel managers to empower their teams and cultivate trust, transforming challenges into opportunities for growth. 
Moreover, I have recognized that the skill of attention to detail is vital for any F&B manager. Before seating guests for breakfast, lunch, or dinner in the restaurant, it is critical to check the comment section in the Trace System for allergy requirements. Paskins et al. (2021) assert that mastering this skill is essential for aspiring managers, as it can help avoid serious health issues and potential legal repercussions from unhappy guests.
In addition, shadowing a manager in the F&B area has enlightened me about the profound impact of empathy, especially when a solitary and nostalgic hotel guest reserved a dinner table for one. Johnston et al. (2021) underline the crucial nature of empathy, emphasizing that service providers must view situations from the guests' perspective to create meaningful connections. As a prospective Food and Beverage (F&B) manager, I will endeavor to cultivate a culture within my team that prioritizes the creation of a hospitable and accommodating environment for our guests through the provision of personalized and empathetic assistance.
Through the reflection model proposed by Donald Schön, I gained a deeper understanding of my experience at the Hilton Garden Inn Hotel. There are two reflective processes (Schön, 2016). In the first process, known as reflection-in-action, I empathized with a guest by reassuring him that it is common for the hotel, primarily filled with business travelers, to have many solo diners during dinner time. In the second stage, reflection-on-action, I considered the growing issue of loneliness in our society. I realized that the role of service staff extends beyond just providing excellent food and beverage services; it also includes enhancing guest experiences and surpassing expectations. To address this, I can propose a digital platform for in-house guests, called Dine Partners, which would facilitate pairing guests for a more engaging dining experience. This initiative could also benefit the business by fostering customer loyalty through remarkable connections.
2. Analysis of Work-Based Skills and Technical Knowledge 
Hospitality businesses need to implement comprehensive training programs to achieve high standards of guest service and ensure exceptional customer satisfaction. Well-trained employees are crucial for organisational growth, as they significantly enhance productivity and foster employee satisfaction. Wong and Lee (2017) emphasized the importance of retaining training professionals within the hotel industry to support these initiatives. 
During my time at the Hilton Hotel, I discovered that a key skill for an F&B manager is an in-depth knowledge of food and beverage coupled with technical expertise. As Cousins and Weekes (2020) accentuate, it is vital for staff to serve each dish with precision, possess robust wine and drink knowledge, and confidently offer recommendations to customers. With knowledgeable employees in managerial positions, there is a potential for higher-quality work and fewer errors, significantly boosting the overall operational efficiency of the business.
Additionally, I consider that understanding the importance of technical skills is vital in the restaurant industry. Proficiency in operating cash registers and cash machines, and managing laptop systems for dining and breakfast reservations, is indispensable in ensuring efficient service and operational success.  Martin (2020) establishes a connection between the presence of trained personnel and enhanced profitability within the hotel industry. By embracing new technologies, it is possible to streamline processes and significantly reduce the time needed for task completion. This increase in productivity can have a beneficial impact on the bottom line of the organisation, leading to cost savings, enhanced output, and improved service quality. Ultimately, adopting these skills will help the organisation become more competitive and profitable.
Furthermore, achieving operational success is deeply rooted in the power of conflict resolution skills. Mullins and McLean (2019) emphasize the influence of these skills and highlight that a manager must embody the right tone for their team. I consider that in the face of a guest's complaint about a cold meal, remaining calm and collected, reassuring them, and providing alternatives can not only deescalate the situation but also turn it into a positive experience for the guest.
On the contrary, there are notable challenges associated with upskilled staff in the hospitality industry. While trained professionals can exceed guests' expectations through high-quality, personalized service, their requests for higher salaries may conflict with the organisation's revenue targets. Similarly, even well-trained staff members may experience demotivation, resulting in decreased performance and engagement. This can adversely affect service standards and ultimately influence customer perceptions. 
To address these challenges, the hotel should implement strategies such as offering incentives, providing diverse career development opportunities, and fostering a sense of pride in the workplace. Cultivating a strong sense of pride among employees can significantly help reduce turnover intentions, contributing positively to both staff retention and overall service quality (Le et al., 2023).

3. Reflection on Organisational Issues 
Reflecting on my positive experience at the Hilton Hotel, I have recognized that organisations may encounter various operational challenges at some point. Specifically, within the Food and Beverage department, I have observed that staffing practices can significantly affect business operations. The utilization of casual staff for major events, such as the upcoming race on October 25th and 26th, can lead to complications, particularly when these individuals have not received adequate training. This lack of preparation can hinder their ability to deliver a high standard of service that aligns with the hotel's core values. As a result, guest expectations may not be fully met, leading to decreased satisfaction. To effectively address this challenge, implementing a mentoring program for staff could enhance their connection to the hotel. Research indicates that managers should consider the importance of person-organizsation and occupation attachments within the industry to improve both organisational commitment and employee engagement (Yang et al., 2019).
Micromanagement presents a potential challenge within the organisation, although I have not personally encountered this issue. According to Serrat, O. (2017), micromanagers tend to withdraw decision-making authority from the individuals best positioned to make those decisions. This management approach can stifle creative development, negatively affect work performance, and generate frustration, while also placing undue burdens on the manager. To address this concern, I recommend a collaborative approach to daily tasks in line with the second stage of Schön's reflection model. This strategy promotes a sense of reassurance and morale among team members. Additionally, fostering a positive workplace culture that emphasizes openness and honesty can help mitigate micromanagement tendencies. When colleagues are encouraged to trust one another, the need for excessive control diminishes, thereby reducing friction between management and staff. 
Action Plan Strategy
	TASK
	METHOD
	INTERVAL

	Vocational Skills Growth
	· Acquire empathy training and develop de-escalation techniques 
· Enhance communication and problem-solving skills
· Identify opportunities and master sales strategies within the F&B department. 
· Investigate international hotel chains' responses to crisis scenarios to better my personal management style.
	01/12/2024 – 01/02/2025

	Technical Skills Progress
	· Keep informed of the latest technology trends for more streamlined operations.
· Proficiency in the use of data analytics. As a manager, I could easily identify areas for improvement and adjust strategies timely. 
· Acquire more academic knowledge on Financial Management. 
	01/12/2024 – 01/06/2025


	

	
Other Recommendations 
1. Leadership Skill Training. According to research conducted by Sisson and Roberts (2023), 
leadership skills are essential for graduates in today’s competitive landscape.
2. Schedule Casual Staff Training Sessions: Health and Safety Awareness. 
3. Process Implementation: Response protocols and guest safety procedures. 







Conclusion
Workplace shadowing is a powerful opportunity that nurtures the growth of essential career-based skills, such as technical proficiency and an awareness of guest service standards. This hospitality venture, combined with thoughtful observation, empowers individuals to deeply grasp the skill set required to navigate hospitality scenarios assertively. As a result of this journey, I have gained invaluable vocational skills and a wealth of knowledge, enabling me to make meaningful contributions to exceptional customer service through effective decision-making strategies. 
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