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Introduction
1. Description

During my placement, I worked closely with F&B supervisors and managers, observing their responsibilities and participating in daily operations. I was involved in shift coordination, guest service management, complaint handling, staff briefings, and ensuring compliance with service standards.

A key aspect of my role was to assist in managing service flow during busy periods, ensuring that staff were assigned effectively and guests received prompt service. Additionally, I observed how supervisors maintained quality control, checked inventory levels, and implemented hotel policies and procedures.

2. Feelings

At the beginning of my placement, I felt both excited and anxious. I was eager to gain hands-on supervisory experience, but I was also aware of the high expectations in a professional hospitality environment. Initially, I was concerned about handling guest complaints and coordinating staff under pressure.

However, as I progressed, my confidence improved significantly. By the end of the placement, I felt more comfortable taking initiative, making decisions, and effectively communicating with guests and colleagues.

3. Evaluation

The placement at Hotel Leonardo – East Midlands provided me with valuable learning opportunities. On the positive side, I developed skills in task prioritisation, problem-solving, and effective leadership communication. I learned how to anticipate guest needs and respond promptly to complaints, enhancing my ability to handle real-time challenges in a dynamic F&B setting.

On the challenging side, I struggled initially with multitasking during peak service hours. The pressure of ensuring service efficiency, while maintaining guest satisfaction, was demanding. Additionally, I observed that staff shortages occasionally impacted service quality, an issue that required careful management.

4. Analysis

My experience highlighted the importance of work-based skills in ensuring seamless F&B operations.

· Communication: Effective verbal and non-verbal communication played a key role in ensuring smooth operations. Supervisors at Hotel Leonardo emphasized clear instructions, active listening, and concise feedback to staff. According to Vallen & Vallen (2014), strong communication enhances guest satisfaction and team efficiency.

· Teamwork: The ability to work collaboratively was crucial, especially during high-demand periods. I observed that a well-coordinated team led to faster service delivery and improved guest satisfaction. Research by Walker (2021) emphasizes that effective teamwork reduces errors and enhances overall efficiency in hospitality settings.

· Task Management: Supervisors at Hotel Leonardo managed their tasks meticulously, ensuring that staff were appropriately assigned and that service delays were minimized. Through this experience, I learned the significance of proactive planning and delegation.

· Guest Service: A guest-centric approach was evident throughout the placement. I observed how personalizing guest interactions, remembering guest preferences, and offering thoughtful service gestures significantly improved customer loyalty. Cousins & Weekes (2020) highlight that exceptional guest service differentiates a high-performing hotel from its competitors.

This reflection aligns with Kolb’s Experiential Learning Cycle (1984), which suggests that individuals learn most effectively through active engagement, reflection, and application of knowledge.

Critical Analysis of Work-Based Skills and Technical Knowledge

Communication and Teamwork

Effective communication was central to ensuring smooth operations in the F&B department. I noticed that supervisors maintained open communication channels through pre-shift briefings, real-time feedback, and post-service debriefs. Johnston, Clark & Shulver (2012) emphasize that structured communication enhances operational efficiency and service consistency.

Teamwork was another key component of my learning experience. Coordinating with colleagues helped improve service speed and quality, particularly during banquet events and breakfast rush hours. A study by Fallon & Rutherford (2010) highlights that teamwork in hospitality directly impacts guest satisfaction and employee morale.

Task Management: Prioritising and Organising for Efficiency
Effective task management ensures that all service elements operate seamlessly. My placement required me to develop time management and multitasking skills, particularly during high-demand periods.

Prioritisation of Service Tasks

One of my responsibilities was to assist in coordinating table assignments, ensuring that servers had a balanced workload. I noticed that when seating arrangements were not planned efficiently, certain servers became overloaded with tables, leading to delays in service. To address this, I worked closely with supervisors to implement a rotational seating system, which:

· Allowed fair table distribution among servers.

· Reduced guest wait times.

· Improved service consistency.

This practical experience aligns with Cousins & Weekes (2020), who argue that effective table management strategies are crucial in high-traffic hospitality venues.

Managing Service Flow and Crisis Handling

During a banquet event, we encountered a technical issue where the order management system failed, causing a backlog in kitchen orders. To mitigate service disruption, the supervisory team switched to manual order-taking and coordination with the kitchen. This required quick decision-making and strong communication skills. This experience reinforced the importance of adaptability and contingency planning, as supported by Walker (2021), who emphasizes the role of flexibility in hospitality management.

Reflection on Organisational Issue

Identification of the Issue

One of the key challenges I encountered was staff shortages during peak service hours. This issue impacted both service speed and staff morale, leading to longer wait times and increased stress among employees.

Impact on Operations

Due to unexpected staff absences and high guest volumes, existing employees had to take on additional responsibilities, sometimes leading to errors in service delivery. Research by Wood (2013) indicates that staff shortages can cause burnout, reducing productivity and negatively impacting guest satisfaction.

Proposed Solutions

To address this challenge, I propose the following solutions:

1. Cross-Training Staff: Implementing a cross-training program would allow employees to take on multiple roles, increasing operational flexibility (Hagg, 2013).

2. Advanced Scheduling Systems: Utilizing AI-driven scheduling software to predict peak service times and adjust staffing levels accordingly (Martin, 2020).

3. Employee Incentives: Introducing performance-based incentives to encourage shift coverage and minimize absenteeism.

While Hotel Leonardo occasionally used temporary staff to resolve staffing issues, I believe that a long-term strategy focusing on training and workforce planning would be more effective.

Conclusion and Action Plan

The placement at Hotel Leonardo – East Midlands has been a transformative experience, providing me with a comprehensive understanding of the operational and managerial aspects of the Food and Beverage (F&B) department. Shadowing a supervisory role allowed me to witness firsthand the challenges and complexities involved in maintaining guest satisfaction, service efficiency, and staff coordination. Throughout my placement, I was able to apply theoretical knowledge to practical situations, strengthening my ability to handle real-time challenges in a hospitality environment.

One of the most significant takeaways from this experience has been the importance of communication and teamwork. I have learned that effective communication within the team leads to greater service efficiency, minimizes errors, and enhances the overall guest experience. Additionally, the ability to collaborate with colleagues, delegate tasks efficiently, and provide constructive feedback is critical in ensuring smooth operations. These skills will be highly beneficial in future leadership roles where team coordination and staff motivation are essential for service excellence.

Another key learning outcome has been my enhanced technical knowledge in food safety, beverage service, and digital order management systems. Understanding HACCP regulations, proper food handling techniques, and the use of POS technology has reinforced the importance of adhering to industry standards and best practices. This knowledge will allow me to implement efficient service processes and ensure that guests receive high-quality experiences that align with brand expectations.

Moreover, reflecting on the organisational issue of staffing shortages has been an insightful aspect of my learning. I was able to critically analyse how such challenges impact service efficiency, employee morale, and guest satisfaction. This experience has heightened my awareness of workforce planning, cross-training, and employee motivation strategies, all of which will be invaluable in my future career in hospitality management.

Looking ahead, I aim to build upon the skills and knowledge gained during this placement by undertaking additional professional development initiatives. This includes enhancing my leadership capabilities, gaining a deeper understanding of revenue management, and staying updated on emerging hospitality trends. The experience at Hotel Leonardo – East Midlands has reaffirmed my passion for the industry, motivating me to pursue roles that allow me to lead teams, improve operational efficiency, and create memorable guest experiences.

Action Plan

[image: image2.png]Objective Action Steps Resources Required Timeline Success Indicators
- Enrollin a Leadership and Management Training
Program. - Online and in-person training courses. - Increased confidence in leading teams.
- Seek mentorship from experienced hospitality
managers. - Guidance from hospitality mentors. - Positive feedback from supervisors.
- Take on team leadership opportunities in future - Ability to manage tasks and delegate responsibilities

Enhance Leadership Skills placements or part-time roles. - Hands-on experience in leadership roles. 6-12 months |effectively.

- Gain certifications in food safety and HACCP - Completion of food safety and beverage
compliance. - Access to certified food safety training. certifications.
- Expand knowledge of wine and beverage service - Practical application of new techniques in service
through courses. - Enrollment in specialized beverage courses. settings.

Improve Technical Knowledge in F&B |- Stay updated on hospitality technology trends (e.g.,

Operations digital order management systems). - Research on latest hospitality technologies. 6-9 months
- Engage in case study analysis of real-world
hospitality issues. - Access to hospitality case studies. - Ability to handle guest complaints efficiently.
- Take on responsibilities that require critical thinking
in work settings. - Participation in problem-solving exercises. - Confidence in making quick and effective decisions.
Enhance Problem-Solving and - Participate in simulations and workshops on crisis - Recognition from managers for problem-solving
Decision-Making Skills management. - Practical application in workplace scenarios. Ongoing  |[skills.
- Enrollment in customer service training
- Attend customer service excellence workshops. programs. - Positive guest feedback and reviews.
- Learn personalization techniques to enhance guest
experiences. - Access to guest feedback data and reports. - Improved guest engagement and retention.
Develop Advanced Guest Service |- Study guest feedback mechanisms to understand - Greater confidence in handling different guest
Techniques areas of improvement. - Hands-on experience in guest interaction. 3-6 months |expectations.

Stay Updated on Industry Trends and
Innovations

- Subscribe to hospitality industry journals and
reports.

- Access to academic and industry publications.

- Attend networking events, trade shows, and
seminars.

- Participation in hospitality conferences.

- Engage in continuous professional development
through online courses.

- Continuous learning mindset.

Ongoing

- Knowledge of new trends and best practices in
hospitality.

- Ability to adapt to changing consumer preferences.

- Competitive edge in career advancement
opportunities.
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