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The Coldra Court Hotel is a well-known and recognised 4-star hotel in Langstone, Wales which services a variety of restaurants. The Food and Beverage department is a central focus area for patron satisfaction from the earliest check-in point to the last when checking out. Peculiarities of this placement within the department: The placement within the department offered an exquisite chance to work actually and build up important skills. The primary objectives of my placement within this department are:
· To Enhance the appreciation of the front-of-house operations like serving of tables, bar and events.
· To learn more about guest relations, approach to problems, and aiming for more than what is expected.
· To develop good working relationships with fellow members of the team.
· To learn about managerial responsibilities such as those of a supervisor, staff management, delegation of tasks and assessment of performance.


[bookmark: _Toc182335381]Reflection on Experience and Personal Development
Observing a supervisory position in the Food and Beverage sector of Coldra Court Hotel was an interesting way of taking a close look at the challenges of effective operational supervisory practice and service organisation. During a busy shift when all the employees have to communicate effectively and solve numerous issues at the same time. Extra guests showed up without warning, increasing the number of guests who came onto the Scene. In this situation, the supervisor actively remained as composed as possible to ensure that he was able to allocate more employees in required areas; he also made sure that those changes were effectively communicated to the rest of the employees, employees here need to be clear and precise. This also recommended good communication during work; otherwise, status updates are left unshared, leading to disruptions during busy periods.
· Experience: My previous job as a part-time waiter in a local cafe plus the academic background that I have nurtured makes me well placed to deliver on this position. The assessment, priorities and the setting in which they operated were highly valuable when it came to coordinating the workload during the intensely busy service season. In addition, teaching and learning activities, needful during the hospitality and tourism program, were demonstrated during a role play of a guest who was not content with a particular dish. Because the supervisor engaged him in a concern-solving approach to the guest, the situation was effectively controlled and escalated into a negative guest experience.
· Personal Development: This placement has reinforced the importance of good interaction with people and knowledge about food and beverages. Through this assignment I was able to witness how the supervisor communicates with colleagues and other customers thus realised the significance of making a friendly and competent attitude, as well as being able to inspire the team members. Also, the organisation was well portrayed in managing stocks, staff-work timing as well as compliance with the food hygiene regulations.
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The consistency of the high level of guest service in the Food and Beverage department requires not only better vocational qualifications but also acquired knowledge. Through the observation, I saw how these are related and come into play as a way of making a unique dining experience.
· Work-Based Skills: A major work-related competency is the ability to communicate successfully. Essential communication skills include clear and direct communication with colleagues, supervisors and guests to create order and efficiency as well as to meet guests' expectations (Walker, 2021). For instance, when the guest is giving an order, one should listen intently, ask questions and paraphrase to understand the guest correctly. In the same regard; when the pace of service is at its peak, it is equally important to have clear instructions passed from one worker to another to make the process of service delivery easier.
· Technical Knowledge: It also requires technical skills and product knowledge like the menu knowledge and knowledge of wines, and cocktail preparation. It means when the staff knows the products, they can guide the guests appropriately, especially on the available choices that cut across their preferences and restrictions (Cousins and Weekes, 2020).  More importantly, the food allergies and special needs of the guests must be recognised to avoid food-related complications and or accidents to the guests. 
Even though the work-based skills are well developed, the Food and Beverage department has the technical know-how to follow up; this means that guests’ expectations will be met when service is rendered (Fallon and Rutherford, 2010). All these elements show that only through these elements, the department will be able to promote the culture of excellence as well as compete fully.
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During my placement at Coldra Court Hotel, I identified a recurring organisational issue within the Food and Beverage department which is inequalities in the training and the development of the personnel. The model used for this reflection is the ERA cycle, which is one of the very useful models as it helps to structure the process of the experience analysis. 
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Figure 1: The ERA cycle (Fergusson, van der Laan, and Baker, 2019)
1. Experience: Employees were not very well trained and experienced to perform their duties without a lot of time being consumed. This was a problem during the rush hours and time when it was dealing with bizarre consumer demands. Employees had some difficulty in preparing drinks focused or mixed with particular components and procedures. Special arrangements to cater for guests with special diets were also cramped and often the guests had to be served foods that they could not eat. Due to the absence of sufficient training, the customers had to wait for more time with their orders, and there were frequent mistakes when it came to ordering and preparing food as well as significantly lower guests’ satisfaction.
2. Reflection: A sound training program might help fill the knowledge and lack of skills that some staff members possess. Staff should be trained to undertake different tasks as often as possible by establishing normal training sessions and developmental activities. It means that the training program should include issues connected to the menu, methods to prepare the drinks, describing food allergies and other restrictions, greeting- touch and customer relations. This way staff is trained to acquire the right skill set and be more self-confident to address their challenges and deliver the best to the guests without making mistakes.
3. Action: To rectify this problem, the hotel has to organise an effective training system that needs training sessions, training programs and training for promotion. Some Recommendations have been provided for that: 

Figure 2: Action steps for Coldra Court (Author, 2024)
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This reflective learning log has brought me an awareness of how the Food and Beverage department at Coldra Court Hotel operates. Thus, the main value of the shadowing process lies in the establishment of the ability to work beside experts, to see how the experienced specialists operate, and to apply work-related skills that include and extend beyond communicating and teaming and involving problem-solving. In addition, I acquired a broader understanding of the concepts related to technical knowledge menu knowledge, food and beverage preparation, and guest service standards. This educational process has been valuable as it allowed me to realise practical experience and gain theoretical knowledge into practice. When reflecting I have always seen my mistakes and realised where I have gone wrong while at the same time getting to realise some of the things I need to achieve if I am to pursue a career in the hospitality industry.
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In my future career, I will be able to use the lessons, I got during this placement, to make guests' experiences better and be a valuable member of the Food and Beverage department, which belongs to any hotel. To improve myself I will try to pay more attention to my knowledge of technicalities and my interpersonal communication skills. I will:
	Skills
	Action Steps
	Timeline

	Enhance work based skills
	Complete online courses on food and beverage management (ASET, 2017).
	2 months

	Enhance Technical Knowledge
	Seek mentorship from experienced industry professionals
	Ongoing

	Improve Communication Skills
	Practice active listening and effective questioning techniques (Fanthorne, 2004).
	Daily

	Teamwork Skills
	Participate in team-building activities and role-playing exercises
	Monthly



Figure 3: Action Plan for Personal Development (Author, 2024)
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Enhanced Staff Scheduling


Structured Training Program


Improved Communication


Steps: To mitigate the impact of unexpected staff absences and ensure consistent service delivery implement a flexible scheduling system, such as a shift-swapping app or centralised software (Xu and Hall, 2021). 


Steps: To create a more flexible and adaptable workforce that can respond to staffing shortages and operational challenges train staff in multiple roles, such as front-of-house and back-of-house positions (King and Tang, 2019). 


Steps: To foster a positive work environment, enhance teamwork, and address issues proactively establish regular team meetings and open channels of communication (Paais and Pattiruhu, 2020). 


Time: This system allows for real-time adjustments to the schedule, accommodating last-minute changes and ensuring adequate coverage during peak periods (İnan, 2023). This system should be implemented year-round to proactively address potential staffing issues.


Time: Conduct regular training sessions and provide on-the-job training opportunities to equip staff with the necessary skills (Faraj et al., 2021). Implement cross-training as an ongoing initiative to ensure that staff are continuously developing their skills.


Time: Encourage open dialogue, active listening, and feedback sharing between management and staff. Schedule regular team meetings and provide opportunities for informal communication throughout the day (Syahruddin, Hermanto and Wardini, 2020).
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