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While completing my 10-week Level 6 placement I worked in the Food and Beverage (F&B) department of the Delta Hotels by Marriott Birmingham which is a 4-star property and located at the city centre. This hotel is a part of globally recognised Marriott brand and offers modern hospitality experience. It has 104 guest rooms, one 24-hour fitness centre, multiple meeting spaces. The focal point of its F&B operation is the Brew Bar Lounge, that offers British cuisine along with a carefully curated menu which include craft beers, wines, and cocktails. This lounge provides breakfast, dinner and bar services not only for the hotel guests but also for the walk-in customers. Sometimes private and corporate events are arranged here as well (Marriott, 2025). 
The following learning log utilises the Gibbs’ Reflective Cycle which incorporates six phases of critical reflection that are Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Gibbs, 1988). The aim of this reflective account is not describing by experience rather evaluating my learning experience and identifying the strengths and weaknesses that I have shaping my overall professional experience. Moreover, the purpose of also includes developing actionable strategies through critical reflection to make necessary improvements. 
At the start of this placement, I identified three key learning objectives:
· To develop effective supervisory skills in a live hospitality environment
· To improve my ability to deliver excellent customer service during high-pressure service times.
· To gain practical understanding of the operational decision-making process within an F&B department
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The following includes a step-by-step reflection of my experience using the Gibbs’ model.    
Description
During my placement at the Delta Hotels by Marriott Birmingham in the F&B department I performed a number of key responsibilities. One of my most notable duties was to restaurant preparation before service began which included during the time of breakfast and dinner assisting the guests, handling basic bar orders, providing necessary support to the team during any major event, and reporting guest complaints to the supervisor, if there is any. Besides, I also had the opportunity to shadow the shift supervisor during busy times and I believe this specific experience provided me with some valuable insights about team coordination and service flow decision-making. 
Feelings
I felt very nervous and overwhelmed at the beginning, especially during the busy times when the hotel was fully booked or when we hosted major corporate events. While I felt confident about my customer service skills, performing and managing multiple tasks in high-pressure situation seemed difficult at times. However, with time and experience I started to feel comfortable and used to with the pressure. I believe learning from the supervisor’s calm approach was particularly helpful for me that taught me how small decisions like adjusting team roles in mid-shift can impact overall service efficiency. 
Evaluation
One of my positive learning experiences was observing how good governance and supervision enabled the team to manage surprise group bookings without prior reservation or preparation. I learnt that that the most important factor for ensuring highly efficient service delivery in high pressure hospitality service delivery is delegation and every one knows their specific roles. I was able to relate this observation with a previous learning experience in which Park et al. (2022) suggested that when each member of the workforce is aware of their roles and responsibilities, the probability of mistakes and confusion reduces significantly. I also understood the significance the of effective leadership and communication and how they shape efficient service delivery which also I learnt previously (Zemlina et al., 2023). 
However, I got to experience this in this working environment first-hand, and was able to compare with previous work experiences. While my previous work experiences were not particularly bad, I found the level of efficiency here far more superior which I believe will be very valuable for my career. The difference such service delivery made in guest experience was evident and I was fortunate enough to be part of a dedicated team generating the highest level of customer value.
One of the areas that the department needs to improve is the Staff training on menu knowledge and allergen awareness, as more than once I observed confusion and minor mishandling primarily due to lack of knowledge of different allergies and conditions.   
Analysis
Theoretically, the elements of role awareness and responsiveness aligns with the fits with the SERVQUAL model that focuses on predicting customer expectations and addresses the gap in existing delivery process to ensure efficiency (Fallon and Rutherford, 2010). Under strong leadership, the team could react fast to guest demands, therefore fostering a sense of professionalism and control. I learnt that particularly under pressure, supervision includes real-time problem-solving, communication, and flexibility rather than just providing some instructions.
I also grew increasingly conscious of my own strengths and limitations. While I did not make any major mistakes and was able to ensure complete customer satisfaction in most of the cases, I found that while handling difficult customers or very complicated orders without supervision I tend to become very stressed and even confused. I learnt from both practical and theoretical experience that while such emotions are not unusual, how these emotions are handled and managed matter the most (Vashdi et al., 2022).     
Conclusion 
My experience in the Food and Beverage (F&B) department of the Delta Hotels made me realise that good supervision and leadership require both technical expertise and interpersonal abilities. Leadership is also about empathy, timing, and active presence on the floor and more importantly it's not only about power or authority. From emphasising completing activities, my point of view has changed to reflect more on how to inspire others to do them successfully.       
Action plan 
To improve my supervisory potential, I have developed a short action plan:
· Shadow a supervisor weekly to learn decision-making patterns in real time.
· Attend F&B team briefings early to understand daily goals and learn how shifts are planned.
· Use feedback sessions with the manager to reflect on what I handled well or poorly each week.
· Practice quick menu recall and allergen awareness to gain more authority in guest conversations.
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My experiences in level 4 and 6 placements and also theoretical learning are vastly different as previous I worked at a budget hotel with rigid menu and limited resources while working in an environment like the Delta Hotel has been transformative.    
I could practically apply concepts like service etiquette and the usage of Electronic Point of Sale or EPOS systems during my placement from the Level 4 Food & Beverage Operations module. These technical abilities were the bedrock of my work.
While earlier experience made me aware of green and sustainable initiatives like local sourcing and waste separation in my placement. In this placement I learnt that many sustainable solutions were limited or inconsistent, therefore applying theoretical sustainability concepts into practice in actual business operations can be complicated.
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Area identified: Staff training on menu knowledge and allergen awareness.
Justification:
· Observed inconsistent responses to guest dietary questions.
· Conversations with new staff showed lack of confidence about food items and ingredients.
Improvement plan:
· Implement a weekly pre-shift briefing with sample tasting and allergen updates.
· Create a digital staff manual with menu breakdowns and ingredient lists.
· Conduct monthly F&B quizzes with small incentives to reinforce learning.
Academic support:
According to Peng et al., (2022) improvement of service quality depends critically on training. Well-structured training greatly enhances employee performance and visitor happiness, and according to Ishfaq et al., (2021) this complements the SERVQUAL model's emphasis on reliability and responsiveness as critical dimensions of service quality. Furthermore, Herzberg's Two-Factor Theory holds that increasing job satisfaction and better service delivery result from skill development and professional growth acting as motivators (Haag, 2013). Continuous training can thus propel constant service excellence and employee involvement.
The following includes certain performance criteria and how they can be measured to enhance service quality.  
	Performance Criteria
	Details

	Guest Feedback Improvement
	Measured through comment cards and online reviews showing increased satisfaction

	Order Accuracy & Allergen Handling
	Fewer mistakes in orders and better management of allergen-related requests

	Staff Confidence & Speed
	Improved performance under pressure; faster and smoother service delivery during peak times
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My placement at Delta Hotels by Marriott Birmingham gave useful practical experience in F&B operations. I met my study goals, gained supervisory perspective, and put theoretical concepts in actual environments. This experience has helped me to gain confidence, drew attention to development areas, and prepared me for future roles.
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