	
	
	








Placement-Managing Food & Beverage Operations
BMIH6002
Student name: Diana Andrusko
Student ID: 2025664


Lecturer name: Lisa-Marie Bassler
Date: 9. November 2023.














Introduction	2
Concrete Experience	3
Reflective Observations	5
Abstract Conceptualisation	8
Active Experimentation	8
Conclusion	9
Reference	10


Appendices
Appendix 1	Page 3
Appendix 2	Page 4
Appendix 3	Page 5
Appendix 4	Page 6
Appendix 5	Page 6
Appendix 6	Page 7
Appendix 7	Page 8
Appendix 8	Page 9







[bookmark: _Toc1847374981]Introduction
During my time at the Marriott Waltham Abbey, I worked in the food and beverage department, where I gained invaluable experience in the operation of a high-end establishment. With this experience, I not only enriched myself professionally, but also expanded my knowledge and skills in the hospitality industry. By actively participating in these activities, I was able to gain first-hand experiences that I later analysed using the Kolb Experiential learning cycle model. The Marriott hotel chain has a reputation for exceptional service and guest satisfaction, Thomas (2023), so it was very exciting for me to be in this area. The experience not only enriched me professionally, but also gave me a greater comprehension of hospitality and the importance of exceptional service and meeting customer needs.
“A ‘customer’ is the recipient and often also a provider (co-producer) in a service process. Thus, we use the word ‘customer’ to refer to all the individuals, units or even organisations to whom, and often with whom, an individual, unit or organisation provides service what to satisfy the customer's needs.” (Johnston, 2012, p. 69).
Loyalty and customer happiness are essential to a company's long-term success. A disgruntled client can go to a rival that provides better deals, more alternatives for products, and better interactions with customer service, Sophia Bernazzani, (2022). My goal was to learn how to communicate more effectively and provide better quality services.
“Many skills develop and improve as a result of practice, and a work placement presents an ideal opportunity to hone skills”. (Fanthome, 2004, p.55)
[image: ]
Figure1, Robinson (2022)
[bookmark: _Toc928493587]Concrete Experience 
During my period at the Food & Beverage, I performed a variety of duties, including handling customer requests, taking orders, and ensuring the restaurant ran smoothly, assistance in conducting help in conferences. I was able to work with a different culture, which gave me great motivation. Marriott Waltham Abbey's commitment to diversity and inclusivity extends beyond fostering positive working relationship, (Marriott International, 2021). “The perfect way to find out about an organization’s culture is to speak to its employees” (Haag, 2017, p.57). Communication with employees had a completely positive effect on me. I immersed myself in the tasks assigned to me in the food and beverage department, experiencing both the challenges and the benefits.  
“The potential for learning exists in many aspects of the working environment and it may be useful to consider the various elements and how well they apply to your particular situation”. (Fanthome, 2004, p.51)
Example, order taking, serving, bar service. I had experience in the bar section, which I could expand with more knowledge. Example, professional cocktails making. In the restaurant section, recording of reservations in the system in the restaurant area, professional service, which was shown by supervisors Elena, Daniela and Javier. Helping with kitchen work, washing dishes and preparing food was a challenge because I had never worked in a kitchen before, but I was able to observe the receipt of goods and the storage of incoming goods according to FIFO (first in first out).
 [image: ]
Figure2, Kenton (2023)
Every member of a successful kitchen crew contributes significantly to both creating great cuisine, Demetriou (2023). “Staff conduct should be impeccable at all times, especially in front of customers” (Cousins and Weekes, 2020, p.27). The kitchen has its own small garden in the hotel area where some of the vegetables are grown, thereby protecting the environment.  
[image: ] 
Figure3, Marriott Business Council UK Provinces’ Post (2023)
[bookmark: _Toc1124794190]Reflective Observations
The hotel's general manager oversees organising, supervising, and coordinating all tasks required for the establishment's seamless running, (Team, 2023).
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Figure4, (Rutherford, 2007, p.70)
One problem I encountered was communication within the team. Due to the fast-paced environment, effective communication with colleagues was key to smooth operations and timely service. However, there have been instances where misunderstandings have caused delays in her care or confusion among staff due to lack of communication between the two departments, Front Desk and Food & Beverage. Product, a significant problem revealed during my experience was the lack of lunch service in the hotel's restaurant. While breakfast and dinner were served, lunch was not provided in the restaurant. Example, there was a reservation in the hotel restaurant at lunch time for a group. In this case, the lunch buffet is available. Several guests from the hotel thought that they were having lunch in the restaurant, but unfortunately, they left disappointed because we could not serve them. Although you could eat in the bar, the menu was the same as at dinner time.

[image: ]
Figure5 By learner, Waltham Abbey Bar Area
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Figure6 By learner, Cast Iron Menu
This became one-sided for those guests who stayed in the hotel for several days. This problem not only affected the overall guest experience but could also represent a lost revenue opportunity for the hotel.
“In simple terms, satisfaction is the result of customers’ overall assessment of their perceptions of the service (the service process, their experiences and outcomes such as the quality of the ‘products’.” (Johnston, 2012, p.102)
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Figure7, (Johnston, 2012, p.102)

I understood the importance of teamwork and the crucial role of communication in a fast-paced environment. Work is more successful when team members consciously prioritise the interests and objectives of the group, Herrity (2022).  I thought that it would be easy to communicate in the restaurant because I had restaurant experience, but I had to realise that the Marriott embraces a completely different clientele than those experienced in my previous workplaces. That is why I asked for help to communicate correctly and serve the food more professionally. So, I had to develop those skills.
[bookmark: _Toc205195008]Abstract Conceptualisation
The hospitality industry presents unique challenges, from maintaining elevated levels of guest satisfaction to managing a diverse workforce. SMART goals, hotel manager can navigate these obstacles in a clearer and more focused way, Shen (2023). For example: Restaurant services for lunch. Over the next six months, the Manager will work to improve comfort and service throughout the hotel. To make sure that the visitors feel good and want to come back. I also recommend expanding the presence of the social media sites. By advertising with the new menu, the goal is to increase the occupancy of the hotel by 10% compared to last year. Based on information from the Delta Marriott Financial Manager, the restaurant's profitability in 2022 was 26.6%. Overall, it was 29.4% in the food and beverage category. The total turnover in 2022 was £700,000. In 2023, until October, it was 18.3% in the restaurant and 28% in the food and beverage department. The income so far is 500.50 thousand pounds. So, the Smart goal is to increase revenue by £70,000, which is possible with the new menu. So, this year, the goal is £770,000 revenue in the food and beverage department.
[bookmark: _Toc1606023553]Active Experimentation
Using the knowledge gained from analysing my experience, innovative approaches and strategies could be introduced to test effectiveness, such as a new light lunch menu. 
[image: ]Figure8 By learner, Cast Iron Menu
“The design and layout of the menu may have an influence on sales via the customer’s choice and propensity to order additional items whilst dining in the restaurant.” (Wood, 2013, p32)
In collaboration with my colleagues, I used effective communication techniques to enhance teamwork and simplify customer service procedures. This phase allowed me to refine my skills and adapt to different scenarios, which ultimately improved my overall performance in the role.
“The key for success in this area is to have a clear understanding of production management so as to reduce waste and spoilage, create dynamic menus that drive business”.  (Rutherford, 2007, p.246)

[bookmark: _Toc1980541590]Conclusion
My experience working in the food and beverage department at the Marriott Waltham Abbey has provided me with an invaluable opportunity to apply the Kolb’s Reflective Model to enhance learning and development. Discussed issues can serve as areas for improvement in the hotel's food and beverage operations, ensuring customer satisfaction and maximising revenue potential. By gaining concrete experiences, reflecting on my observations, conceptualising new knowledge and actively experimenting with different strategies, I was able to develop basic skills and insights in the food and beverage department of the hospitality industry. This experience gave me unique insight into the industry's requirements and sharpened my interpersonal and communication skills and my customer service skills.  
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management approach in
which assets produced or
acquired first are sold,
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TO SHARE

NACHOS (V) 12.00

Sour cream, salsa, guacamole
and smoked cheddar 790kcal (G, M)

TURMERIC HUMMUS (V) 9.00

Toasted pitta and crudités 8sekcal (C, G, S5)
'WARM BREADS (V) 6.00
Oil and balsamic 890kcal (G, L. S, Su)
OLIVES (VE) (GF) 5.00
93kcal

STARTERS

CHARGRILLED LIME & SRIRACHA
CHICKEN SKEWER (GF) 9.00
Lime, sriracha mayonnaise and greens
331keal (C, E, My, Su)

CRISPY SPICED CAULIFLOWER (V) 8.00
Korean BBQ sauce and spring onions
122keal (C, G, E, M, My, N, P, S, Su)
SALT & PEPPER SQUID 10.00
Sriracha mayonnaise
188keal (C, G, Cr, E, F, M, Mo, My, S5, S)

CAESAR SALAD 10.00

Cos lettuce, anchovies, parmesan shavings
and Caesar dressing 139cal (G, E,F, M, Mu)
ADD SALAD EXTRAS

Chicken 3.00 28%kcal (G, E. , M, Mu)
Smoked Salmon 5.00 308keal (G, E, F, M, Mu)

SANDWICHES

REUBEN 15.00
Pastrami, Emmental, sauerkraut, gherkins
and spicy tomato mayonnaise on rye bread
602kcal (G, E, F, L M, Mu, 5, 5u)
HAM & CHEDDAR CHEESE 11.00
819kcal (G, M)
SMOKED SALMON 16.00
Cream cheese and cucumber on
artisan beetroot bread 682kcal (G, F, M)

VEGGIE LOVERS (V) 14.00

'Hummus, avocado, tomato, mozzarella and pesto

728kcal (G, M, 55)

CHICKEN & BACON CAESAR 15.00
On focaccia 795keal (G, E, M, Mu)

ICKY TOFFEE PUDDING (V) 7.00
ice cream 369kcal (G, £ M, N, P, 5)
ORANGE DRIZZLE CAKE (V) (GF) 7.00
ge sorbet 391keal (N, P, )

MENU

MAINS

LOW & SLOW BABY BACK RIBS 20.00
Jack Daniel's BBQ sauce, chips and coleslaw 806kcal (G, Mu)
FISH ‘N’ CHIPS 19.00
Atlantic cod in ale batter, crushed peas,
chips and tartare sauce 803kcal (G, £, F, M, Mu, Su)
BEEF BURGER 19.00
Beef patty, crispy bacon, cheddar cheese, smoky chipotle
sauce and fries 1330kcal (G, E M, Mu, S5, 5, 5u)
SEASONAL SALAD (V) 14.00
Iceberg lettuce, rocket, Tenderstem? radish,
asparagus, pine nuts and French dressing 68kcal (G, Mu)
With chicken 18.00 463kcal (G, Mu)
With squid 16.00 275kcal (€, G, E, Mo, Mu)

With halloumi (V) 16.00 340kcal (G, M, Mu)
PAN-FRIED CHICKEN BREAST (GF) 24.00
Hasselback potatoes, summer greens
and tarragon jus 789kcal (M)

PENNE ALLA PUTTANESCA (VE) 17.00
Tomato, olives, garlic, basil, capers and olive ol 662«cal (5)
30 DAY AGED SIRLOIN STEAK 35.00 250g 522keal
Our signature tender and juicy prime cut steak is
carefully selected and sourced, ensuring you receive the
finest quality steak, cooked just how you like
SAUCES 3.50
Chimichurri 199keal Peppercorn 40dkeal (€. G, M, 5)

DESSERTS

SIDES

7 SKINNY FRIES (V) (GF) 4.00 236kcal

v SKINNY FRIES WITH
PARMESAN (GF) 4.50 334keal (M)

CHUNKY CHIPS (V) (GF) 4.00 343kcal
CHARGRILLED CORN COB (V) (GF) 4.00 325kcal (M)

BEER BATTERED
ONION RINGS (V) 4.50 s83keal (G, M)

SAUTEED GREENS (V) (GF)
4,00 237kcal (M)

TRIPLE CHOCOLATE CHEESECAKE (V) 8.50
Salted caramel sauce and toffee popcorn s99kcal (G, E. M. N, S)

ICE CREAM SCOOP (V) 2.00
Ask your server for our flavours 328kcal (€ M, N, P. 5)

bt ki o k1o s b b s,
M = Merar, N = NP = P 55 = Sesame Souds; = S S0 = Sulhses.

s g s ems s e st 200 s .
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Starters Cast Iron Lunch Menu
Grilled shrimp with fresh avocado salad £10.00

Chicken liver terrine with port jelly and toasted brioche filling £12.00

Recommended Wine from the drink menu Picpoul De Pinet Belle Perle with Chicken liver ﬁ'

Stuffed Mushrooms £8.00

Soup of the Day £6.00

Mains

Grilled steak tenderloin with spicy potato cake and green beans £35.00

Recommended Wine from the drink menu Granfort Cabernet Sauvignon with grilled steak ﬁ'

Salmon fillet with lemon-dill butter, fried vegetables and bulgur £25.00
Vegetable aubergine lasagna with ricotta cheese and fresh basil £19.00
Desserts

Chocolate souffl¢ with vanilla ice cream and berries £7.00

Creme brulee with caramelized sugar and fresh mint leaves £8.00

Raspberry tiramisu with mascarpone cream and cocoa powder £8.50
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Concrete experience

01 What happened?
02. What did you do?
03. What did others do?

experimentation

01. How did you put these new
ideas into practice?

02. What did you do differently
next time?

o

Reflective observation .

01. What did you assume?
02. What happened?
03. What did you learn?

Abstract conceptualization

01. What could have been done
better or differently?

02. How would you deal with
similar situtions in the

future?
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Marriott Business Council UK Provinces

F @ & @ The Kitchen team at the ‘Waltham Abbey have been

busy harvesting our home grown vegetables ready to use in our associate canteen food this

week @ P @ F





