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Kimpton Clocktower Hotel Manchester is famed for its quality food and drink handling for hotel residents and other customers (Vallen & Vallen, 2014). In addition to other facilities, the hotel is equipped with two restaurants: Clocktower Bistro, which offers international foods, and Locke, which offers foods prepared from the region. It also features two bar amenities: Kimpton Bar and Rooftop Bar. While on my placement for 10 weeks, I was posted to Clocktower Bistro, reporting directly to the Assistant Food and Beverage Manager (Wood, 2013). Based on the personal learning plan set, my learning goals were to understand the leadership responsibilities relating to F&B service through close monitoring of the manager (Sukreni, Armawan and Suardana, 2024). I also intended to develop other specific and rich competencies that include the ability to manage effective communication, effective coordination within a team, and flexibility of work tempo to ensure the quality that the hotel and its clients appreciate (Martin, 2020). It was equally important to build technical skills in areas like food preparation standards, CRM and Health & safety measures, as Hagg (2013) pointed out.
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[bookmark: _Toc180623405]Concrete Experience 
Using Kolb’s model, it can be inferred that learning starts with concrete experience. When working at Kimpton Clocktower Hotel Manchester as a part of my placement, I ascertained realistic exposure to an Assistant Food and Beverage Manager working even shifts (Putra and Law, 2023, p. 1391). This comprised employee relations at the reception, handling of bookings and general guest inquiries. I also participated in a stock take, briefing the employees and relaying the service expectations. Interaction with different situations enabled me to watch leadership best practices firsthand and the number of 20 shifts by the hotel records.
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According to Kolb, after an experience has been conducted, another step is evaluating the same. Daily debriefing with the manager and service team after shifts allows me to review several scenarios addressed (Yang, Jiang and Wang, 2022, p. 1670). Awareness of patterns of success in guest satisfaction based on certain forms of communication or the identification of the existence of time management scope that I did not individually define based on 10 critical incidents enabled me to add value and resource orientation to what I observed. I also proactively went around to get feedback from colleagues every week for self-assessment of strengths and areas for improvement.

[bookmark: _Toc180623407]Abstract Conceptualisation 
The third step of constructive processing is coalescing of learnings into abstract concepts. Organising my findings and analysing these observations under levels 4-5 and other knowledge I have acquired enabled me to appreciate recurring patterns of task priorities, motivation, and conflicts’ efficient tackling by Walker (2021).
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In the final stage, practising new skills ensures that the learner is on the right track towards achieving mastery. I tried out what I observed by taking measures such as organising the staff meeting discussions and creating a service problems list using guidance. This entrenched this understanding of the theory-practice orientation model (Kolb 1984).
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[bookmark: _Toc180623410]Importance of work-based skills for guest satisfaction 
Work-related competencies significantly contribute to the realisation of satisfactory guest service delivery in food and beverages, supported by research works such as Walker (2021). During my placement, I observed that other people's skills, such as listening skills, oral communication and managing conflicts, were the core solutions to dealing with multiple guest needs about the hotel culture. Well-developed workplace competencies enabled proficiently and efficiently performing specific food-related vocational tasks, which included preparation and stocking. According to the industry reports among the hotel staff, both are considered extremely important for operations minutes (Abalaka, Olaniyi and Adebiyi, 2023). Conveyance also emerged as critical due to the service context's fluidity and daily unpredictability of events, as highlighted by thirty life-credit critical incidents. In other words, the anticipated practical and soft proficiencies contribute to performance in managing operations and also create satisfaction for consumers regarding a superior encounter.
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By shadowing different tasks, I enhanced skills in areas of my incompetence as per the manager's multitasking, priority and collaboration. Concept mapping for solution-focused problem solving proved helpful in dealing with thirty issues the staff and customers faced. Guided by applicable health, safety, and service standards and provided by distinct training, elevations were made for brand orientation. Interpersonal skills were developing particularly, which research argues is crucial for the hospitality industry (Wood, 2013). Kimpton delivered its already famous customer experience by improving cooperation and consideration for stakeholders by engaging in a series of collaborative exercises.

[bookmark: _Toc180623412]Section 3: Reflection on Organisational Issues 
[bookmark: _Toc180623413]Staffing issues affecting operations
The one major organisational problem noted was the lack of proper staffing during busy mealtimes due to inadequate agency workers’ punctuality and some opting not to work during those busy periods. Consequently, based on hospitality staffing standards, proper labelling and plating of 30% of orders were affected and contributed to reducing the 15-minute maximum turnaround service guarantee (Putra and Law, 2023, p. 1391). This subsequently resulted in increased wait time, which affected the customers' satisfaction as ‘value for money’ ratings dropped slightly by hotel ratings. Due to being under-resourced at Rush Periods, managers could not Train ten new hires within the planned program, certainly exacerbating team effectiveness.
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From the academic readings, several solutions could be to implement competitive benefits and recognition programs for the core staff as pointed out by Cousins and Weekes (2020). Adding a verified agency crew list guaranteeing availability and capabilities could stabilise capacities. The author also proposes a flexi-shift rewards system that may further encourage existing staff to easily move up during busy times by Martin (2020). Lastly, clearer communication of expectations and ethics reminders can prevent any last-minute opt-outs, thus, enhancing the organisation’s scheduling processes. When implemented, these approaches can aid Kimpton in maintaining renowned quality even in strategic uncertainties as a number of hospitality cases establish.
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My placement at Kimpton Clocktower Hotel Manchester has been a wholesome learning process. This course has reinforced theoretical knowledge by garnering first-hand experience of best governance practices in a reputed establishment. I can now understand other aspects of leadership, such as technical know-how and soft competencies required to offer excellent food and beverage service. Reflection into personal growth supported the implementation of multiple viewpoints to improve the self. Furthermore, the ability to change the course of assignments has sustained my desire for the front-of-the-house profession. Seeing the impact of a safe pair of hands-on staff and the business-like approach to branding, I have found the importance of human capital development a cornerstone to any successful enterprise. I have benefited from this exposure, which has enhanced my conviction towards appealing for continued acquisition of expertise in my lifetime.
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To strengthen leadership and the management of crises, I will shadow John Doe, the Food and Beverage Manager at Kimpton Clocktower Hotel Manchester, observing for 50 hours. The incident that shows professionalism was when last month John had to manage cooking without electricity by organizing what needed to be cooked and when to avoid interrupting the guests. Chef Sally Smith is responsible for a cafe that thrived due to recipe mastery and cost control; I will join her culinary course at Le Cordon Bleu London. 
Studying the case of Hotel Rodriguez Miami, where satisfaction was reduced by up to 20%, although the new GM, Mike Wilson, changed the staff scheduling using data skills, will develop my analytical skills (Yang, Jiang and Wang, 2022). As Lisa James reported, doing an internship for 3 months under Talent Manager at Hilton Emirates Towers Dubai may mimic interpersonal relations, creating full-time jobs. Connecting with recruiters at the 2020 International Hospitality Conference, a venue where many candidates cooked up suitable positions for firms like Lisa’s may also do the trick.
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