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Introduction 

Rossington Hall, located in Doncaster, UK, is renowned for its luxurious accommodations and 

exceptional Food and Beverage department. This department is essential to the guest 

experience, offering high-quality food and drinks in a welcoming atmosphere. During my 

placement, I shadowed a supervisor, gaining valuable insights into its operations and the skills 

needed to excel in such a role. 

To reflect on my experience, I will use Gibbs' Reflective Cycle, which involves six stages: 

description, feelings, evaluation, analysis, conclusion, and action plan (Gibbs, 1988). This 

approach will help me review my development and understand the importance of work-based 

skills and technical knowledge in meeting guest service standards. 

Description 

During my placement, I shadowed a supervisor in the Food and Beverage department. My 

duties included overseeing daily operations, ensuring food and drink quality, managing staff 

schedules, and addressing guest concerns promptly and professionally. 

Key responsibilities involved maintaining a friendly dining atmosphere, coordinating with 

waitstaff, and upholding hygiene and safety standards through regular inspections and 

adherence to health regulations (Baum, 2006). Managing team performance and providing 

feedback to improve service delivery were also crucial parts of my role. I observed training 

sessions for new employees and participated in developing training materials, highlighting the 

importance of effective communication and teamwork (Walker, 2010). 

Feelings 

Initially, I felt a mix of excitement and nervousness. I was eager to learn but aware of the 

significant responsibilities. As I began shadowing the supervisor, my nerves faded, replaced 

by a sense of purpose and determination. The team's warm welcome helped calm my anxieties 

and allowed me to focus on my tasks. Watching the supervisor handle various situations gave 

me confidence and a clear example to follow (Woods and King, 2010). 

Throughout my placement, I experienced satisfaction when contributing to a smooth dining 

experience and stress during busy times. These experiences taught me the importance of 

staying calm and professional in a high-pressure environment (Pizam and Shani, 2009). 

Overall, the experience strengthened my passion for the hospitality industry and gave me a 

better understanding of providing excellent guest service (Morrison, 2002). 

Evaluation 

Several positive aspects stood out from my placement. Shadowing a supervisor gave me a deep 

understanding of the department's operations and the importance of effective communication 

and teamwork. I saw the team work together and anticipate guests' needs, and the high 

standards of service at Rossington Hall impressed me (Lashley and Morrison, 2000). 

Challenges included staffing and training issues, especially during busy times.  
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Moments of understaffing put pressure on everyone, highlighting the need for good training 

programs and sufficient staff. Dealing with guest complaints required quick thinking and strong 

problem-solving skills (Berta, 2009). 

Analysis 

Using Gibbs' Reflective Cycle, I gained a deeper understanding of the critical components of 

effective guest service: communication, teamwork, task management, personal skills, and 

technical knowledge. 

Communication: Effective communication ensured everyone was aware of their 

responsibilities and could coordinate efficiently, especially during peak times. It also helped 

resolve guest issues promptly (Baum, 2006). 

Teamwork: Working cohesively enabled the team to handle high-pressure situations 

smoothly. Observing the team's collaborative efforts highlighted the importance of mutual 

support among colleagues (Walker, 2010). 

Task Management: The supervisor's ability to prioritize tasks, delegate responsibilities, and 

manage time effectively was crucial for maintaining order and efficiency. This underscored the 

importance of being organized and proactive in a supervisory role (Woods and King, 2010). 

Personal Skills: Patience, empathy, and problem-solving were essential in dealing with guests 

and team members, creating a welcoming atmosphere, and addressing issues that arose (Pizam 

and Shani, 2009). 

Technical Knowledge: Understanding food and beverage preparation, health and safety 

regulations, and service standards was necessary to maintain high-quality service. Continuous 

learning and professional development are needed to keep up with industry standards 

(Morrison, 2002). 

The organizational issue of staffing and training provided a practical example of industry 

challenges. Adequate staffing and comprehensive training are essential for maintaining service 

quality. Implementing regular training sessions and ensuring sufficient staffing during peak 

hours could improve operational efficiency and guest satisfaction (Lucas and Deery, 2004). 

Theories such as Maslow's Hierarchy of Needs and Herzberg's Two-Factor Theory can help 

improve employee motivation and job satisfaction, enhancing service quality (Maslow, 1943) 

Conclusion 

My placement at Rossington Hall's Food and Beverage department has been enriching and 

insightful. Using Gibbs' Reflective Cycle to analyse this experience highlighted the importance 

of communication, teamwork, task management, personal skills, and technical knowledge in 

delivering exceptional guest service. Shadowing a supervisory position provided a 

comprehensive understanding of operational dynamics and challenges. 

The experience reinforced my belief in the value of effective communication and strong 

teamwork.  
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These elements are crucial for smooth operations and a positive guest experience. Task 

management skills, personal qualities like patience and empathy, and technical knowledge are 

fundamental in addressing guest needs, managing the team, and upholding high service 

standards. 

Reflecting on staffing and training as an organizational issue underscored the need for adequate 

staffing and robust training programs to ensure service quality and operational efficiency. 

Applying motivational theories like Maslow's Hierarchy of Needs and Herzberg's Two-Factor 

Theory provided valuable insights into improving employee satisfaction and performance. 

Overall, this placement significantly contributed to my personal and vocational development. 

It deepened my understanding of the hospitality industry and the complexities of managing a 

high-performing team. The insights gained will be invaluable in my future career, guiding my 

approach to guest service and team management. 

Action Plan 

Based on my experience at Rossington Hall, I have developed a plan to improve my skills and 

address the challenges I faced. 

1. Continuous Learning and Professional Development: 

o Attend workshops, online courses, and industry conferences to stay updated 

with the latest trends and best practices (Woods and King, 2010). 

2. Enhancing Communication and Teamwork: 

o Participate in team-building activities, practice active listening, and seek 

feedback from peers and supervisors. 

3. Improving Task Management: 

o Use time management tools and techniques, such as prioritization matrices and 

scheduling software, to manage responsibilities efficiently. 

4. Developing Personal Skills: 

o Practice mindfulness and stress management techniques and seek opportunities 

to develop problem-solving abilities through challenging projects and 

mentorship. 

5. Addressing Staffing and Training Issues: 

o Support regular training sessions and better onboarding processes and promote 

initiatives to increase employee motivation and job satisfaction. 

6. Applying Theoretical Insights: 

o Use motivational theories, such as Maslow's Hierarchy of Needs and Herzberg's 

Two-Factor Theory, to enhance employee engagement and performance 

(Maslow, 1943) 

7. Setting Clear Objectives: 

o Set clear, measurable objectives for professional development, create action 

plans to achieve them, and seek regular feedback for continuous improvement. 

By following this action plan, I aim to build on the valuable experiences gained during my 

placement and further develop my skills and knowledge in the hospitality industry. This will 

enable me to contribute effectively to any organization and provide exceptional guest service. 
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