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[bookmark: _Toc190875945]Introduction
The New Steine Hotel in Brighton has built up both traditional and modern services such as providing breakfast menu, English or continental. The food and beverage department has an extra coffee bar, which provides breakfasts for the customer at a distance of 50 metres from the hotel. The shadowing exercise with the food and beverage department during my practical attachment at New Steine Hotel allowed me to gain practical exposure to concepts I have learnt in the course of this course. In this report I will be selecting two of the creative experiences I have done throughout this module and assess the work based skills and technical knowledge I have as the tools needed to meet the guest service expectation using Kolb’s reflective cycle. It will also highlight a problem within the organisation with reference to the department and its possible remedies. Finally, there will be a presentation of an action plan for future career related activities.
Learning Objectives
· Recognise role of the technical knowledge and overall skill in providing services to the guests.
· Enhance my knowledge on communication, collaborative, and time management in a food and beverage department.
· Review how personal as well as vocational development has influenced my dream career.


[bookmark: _Toc190875946]Reflection on Experience and Personal Development 
Kolb’s reflect model is a four-stage model on which people are guided through actual experience, observation of experience, analysis of experience, and experimental synthesis. My shadowing exercise involved observing the supervisory role in the food and beverage department where I came across several operational issues that include, handling guest expectations and expectations, co-coordinating with teams, and exercise close supervision and coordination in offering breakfast (Johnston et al., 2012).
Concrete Experience: I was also very active in observing the regular assignments of a supervisor in terms of service delivery, guests and staff responsibilities. This was one of the main tasks of the workers since all the guests must be appropriately attended to and meet their needs for breakfast especially the extra requirements like special diets (Walker, 2021).
Reflective Observation:  When doing these tasks, one can understand why there is need to be very articulate especially when there is a lot of work and many things happening around the working environment. I also analysed the way that I improved the communication and organisational skills, as during the whole placement I managed to learn how to communicate with the guests and members of the kitchen staff (Johnston et al., 2012).
Abstract Conceptualization: This enhanced my knowledge and practise on service operations management as advanced by Johnston et al. (2012) with special focus on the need to coordinate between various teams for the delivery of efficient services. This particular experience I associated with the knowledge acquired in the previous lectures about hospitality management, and more specifically, about the standards of customer service, as well as the organisation of work in the restaurant environment (Walker, 2021).
Active Experimentation: During my observing activity, I wanted to enhance the quality of services in my role of a shadow therefore I took proactive approach to address issues such as guest accommodation to the kitchen staff concerning special diets. This enabled me to learn how to make changes and implement my knowledge in new setting to enhance the flow of work (Martin, 2020).
These industry experience and academic work were very influential in enhancing my knowledge regarding its operation of the food and beverage department (Wood, 2013).
[bookmark: _Toc190875947]Critical Analysis of Work-Based Skills and Technical Knowledge
Technically developed work-related skills are important in an effort to meet the expected standards of the hospitality guests. There are many technical skills and work based competence that I exercised while working at New Steine Hotel that made me deliver my duties effectively and efficiently.
Work-Based Skills and Technical Knowledge: The practical experience gained through shadowing can make one appreciate the significance of such skills as time management skills, multitasking and the ability to communicate with the guest. Since the breakfast service was very busy, much care was needed while handling the breakfast so that guests can be attended to as soon as possible (Johnston et al., 2012). This allowed me to see the reflection of how communication and technical skills play a role with the guests’ satisfaction and how it runs a business (Cousins and Weekes, 2020).
Observable Skills and Understanding: One common skill that was evident here is the appropriateness and knowledge of menus as well as diet knowledge. In terms to food, the supervisor made sure that the workers or agents hired were knowledgeable about the various products available for sale in the menu and the alteration that was possible in terms of special diets. This has proven to be useful in the organisation of the service and in the avoidance of some complications that may arise concerning food choice of guests (Fallon and Rutherford, 2010). Furthermore, concerning its employees, staff must have effective knowledge of Health and safety regard most important in delivering quality foods (Vallen and Vallen, 2014).
Relevance to Guest Service Standards: Guest service to clients requires that there be an understanding of the customer needs and their satisfaction (Martin, 2020).. For example, the supervisor made it his duty to remind all members of the team of special services like diet requirements of guests before the service commenced. This was because the hall focus was in providing its guests with a place with high standards of quality service and attention to their needs (Wood, 2013). Moreover, the knowledge of food safety and quality helped to avoid a range of problems and guarantee the proper service delivery of breakfast that complies with the health and safety standards (Hagg, 2013).
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One organisational issue that I came across during my placement was the ability to supply breakfast to a cafe just next door the hotel which is 50 metres away. This led to time incongruity mainly during the breakfast period where food had to be transported from one site to the other.
On performance and guest service aspect, this issue was found to cause inconsistency and delay in service delivery, which occasionally created poor impression on the guests. Some of the guests were informed to wait a long time for the food, most especially when the restaurant was busy. The issue also led to staff pressures to coordinate between the hotel and the cafe besides ensuring that guest orders were being attended to (Fallon and Rutherford, 2010).
To this I recommend that hotel takes more charge of the breakfast service and minimise the use of the café in its provision. Moreover, the use of a mobile ordering system as the technology solution that might aid the hotel in facilitating its food ordering from the cafe may have an added advantage of making communication more efficient (ASET, 2017).
Thus, applying Johnston et al. (2012)’s principles of service operations, it can be also stated that thorough elimination of unnecessary motions and waits can greatly improve overall efficiency. Solving this issue might ensure better management of logistics in accommodating various staffs to enhance a positive customer experience (Cousins and Weekes, 2020).
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This placement has given me a clearer understanding of the food and beverages industry and confirmed relevance of the work related skills and facts in guests service delivery. Applying Kolb’s learning cycle has assisted me to comprehend the importance of communication, collaboration, and how to manage tasks for the accomplishment of the task when it comes to service delivery.
Importance Learned: The placement confirmed the significance of the personal and vocational training with reference to the choice and opportunities for my career in the hospitality industry. It is also important to assess the informational job outcomes that were embraced during the placement including team coordination and communication with guests which would be relevant in enhancing my career path.
Future Development Plan: In the future, therefore, I need to make it a habit to engage in some form of shadowing in supervisory positions. I should also further enhance my competency in food and beverage operations by practising what I have learnt in service operations management and customer service operation standards. In large scale organisations these skills will be vital in enhancing the operational aspect of a number of events and that is why I wish to gain more experience in that area.
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