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I am currently doing a hotel placement at the Holiday Inn Sunderland, learning key skills of how the hotel operates. I have been placed in the food and beverage department of the hotel. The hotel Holiday Inn’s food and beverage operations is that the breakfast buffet needs to be out ready for 7am as that that is when breakfast starts on weekdays and finishes at 10am. The breakfast on weekend starts at 8am and finishes at 11am. Holiday Inn has a breakfast buffet of hot and cold foods served with hot and cold drinks. There is a staff member to meet and greet the guests and tick in the guest’s room number when they come down for breakfast and highlight it on the sheets. The hotel has chef at the back and a bar on the F&B department where they serve Starbucks as well as alcohol. For this reflective essay I will be using the Gibbs model to help me on my reflection of this department. Gibbs reflective cycle model for reflection is a structured method to help individuals think systematically about the experiences they have during a specific situation. There are six stages to the Gibbs cycle. Description, feelings, evaluation, analysis, conclusion, and action plan (Main, 2023). 
During my time in the food and beverage department I have learned a lot of skills. The F&B department is a very fast paced department. The F&B department in hospitality holds immense importance, it contributes majorly to the hotel’s financial success and to the guest’s overall experience. For many hotels a quarter of their total revenue generates from the F&B operations (SiteMinder, 2024). So, when I first started, I was placed in this department and I was shown and talked about the areas to F&B. I was shadowing Lynn a F&B supervisor on the first day and she was showing me how to do everything. I have thoroughly enjoyed shadowing Lynn because before I started to get stuck in, I am watching a senior employee do what they do, and this is a great way to learn better at what the job role entails. Shadowing allows you a more hands-on approach. Job shadowing allows both the parties to develop valuable skills. It is a learning process and employees can take what they learn from other employees and apply it to their roles. Job shadowing can help a person understand how other areas of the hotel contribute to the overall operations (Personia, 2024). While I have been in F&B I have learned that you need various skills such as communications skills, teamwork, guest services, and task management. Communication is critical in the hospitality industry because this can help resolve conflict, help build rapport with guests. Help provide a positive overall guest experience and co-ordinating with staff members to provide top notch service (Les Roches, 2024). It is important to communicate because you need to tell each other what has been done and what needs to be done. Teamwork is very important as each team member has a different role. Everyone has different strengths and weaknesses, but working together will help reach the goals and provide success for everyone (RTO, 2024). On one Saturday I was in it was Match day so when its match day the public come in for drinks and it gets very busy. So, after we finished with the breakfast at 12pm members of the public started coming in for drinks. I was a bit worried because this was something out of my comfort zone because I have never done something like this before. Plus, I am not very familiar with the name of the drinks, but Andrea told me the drink names at the beginning of the day when I came in for my shift. When the guests came in there was a wedding party that came in together so Lynn told me just to take the orders for the wedding group because she was serving the people for the match day. I was very nervous but I put a smile on tried to be as relaxed as I could not to show the guests how I was feeling. I managed to take the order and with the help of Lynn and Andrea even served some drinks. Overall, the guests were happy with the service as they complimented us for the service. I was so pleased with myself that I managed this without panicking. Then when I came in on Monday for placement Lynn told me her and Andrea was talking that they would have struggled but with my help on that day everything went very smoothly. She said that even though I have never done it before I done it with ease and they were so proud of me. I felt a sense of satisfaction that I have developed key skills which helped me manage. The impact for guest services within the F&B department is things such as the quality of food, value for money, service time, the ambience, and space and layout. The customer experience in the food and beverage industry is used to fill the gap between the restaurant and customers and provide them with an experience that is inclusive, educated, and surprising (Sonata GBW, 2024). 
A set of soft and hard skills is required when you are working in the F&B department. Communication and interpersonal skills are key to run a successful business in food and beverage. When customers come to you, they want great hospitality as well as good food. Food with outstanding service will keep the customers satisfied (Morgan, 2023). I developed team working skills while working in the restaurant by working with the team to ensure once a guest leaves the table is cleaned and reset for the next guest. Making sure to check if anything needs refilling or topping up. In F&B the chefs and waiters need to have a good amount of teamwork skills. This helps to keep the business organised. It also helps to get the orders ready in time and provide exclusive service (Time forge, 2023). Communication and interpersonal skills are mainly important because you will need to speak well with guests and your colleagues. I developed my communication skills because I had to greet and seat the guests when they arrived at the restaurant. I constantly worked with the team to keep them updated as to what I have done and what else I needed to do. If the food ran out of the buffet, I needed to communicate that to the chef to tell him we need some more eggs, mushrooms etc. After breakfast we need to work together to tidy everything quickly and efficiently. This is highly valuable as when the staff communicate well then, the service is quicker, with few errors. Interpersonal skills means being able to communicate or interact with others by creating good relations and friendships. Communication, teamwork, and empathy are important skills in the food and beverage industry for better customer interactions and having a positive impact in all areas (Compete high, 2024). 
There was an issue while I was on placement where a guest complained about the plates said it was not cleaned properly. Guest complaints are very important to take on board because it can damage the hotels reputation (Trust you,2024). I would suggest that the hotel hires someone dedicated to wash the dishes because right now it is on the chef and the F&B, but due to the number of guests and tour groups, they get in it gets busy so standards can slip when you are rushing. The hotel dealt with this issue by everyone double checking all plates and cutlery before putting it out to make sure its up to standard. When hoteliers address issues efficiently this will rapidly improve their service for all future guests. Responding well to guest complaints on public forums shows guests your commitment to resolving issues (Elphick, 2024).
I have learned a lot of new skills and developed previous skills while being able to interact with guests and show that I can improve myself. The key insights I have learned is how to quickly problem solve. Providing excellent guest services, communicating well with the guests and your team, and working together as a team.  
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