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Introduction
Overview of F&B Operations at Hilton Garden Inn Luton North:
Hilton Garden Inn Luton North is a 4-star hotel located near Luton Airport, making it a popular choice for both tourists and business travellers. The Food & Beverage (F&B) department plays a key role in delivering high-quality, guest-oriented services. F&B operations include managing the main restaurant, which serves breakfast, lunch, and dinner, as well as a bar offering a wide range of drinks and snacks. Additionally, the hotel hosts corporate events and meetings, where catering services are essential for the success of these events.
The restaurant and bar operate based on standardised procedures to ensure that guests receive a consistent and high-quality experience. The F&B team is responsible for managing the daily flow of guests, maintaining cleanliness standards, and adhering to food safety and health regulations. A priority at Hilton Garden Inn is to provide friendly and efficient service that meets the needs of a diverse guest base.
Learning Objectives for Placement:
· Developing supervisory skills in F&B operations by observing and assisting supervisors in managing the team and guest services.
· Improving communication skills with the team and guests to ensure a consistent, high-quality guest experience.
· Efficiently managing and prioritising tasks in a fast-paced and dynamic work environment.
· Learning and applying food safety standards and hygiene procedures necessary in the hotel’s kitchen and service areas.
· Analysing and understanding how managerial decisions affect the overall performance of the F&B department and guest satisfaction.
· Applying theoretical knowledge from academic courses to manage daily activities in the F&B department.

Section 1: Reflection on personal experience and development

My experience in the Food & Beverage department at Hilton Garden Inn Luton North was crucial for developing my supervisory skills. During my placement, I closely worked with F&B supervisors and took on some of their responsibilities. I observed how they managed the team, allocated tasks, and handled daily operations, which helped me understand the importance of organisation and effective communication. I also developed problem-solving and team management skills while ensuring guest service standards were met.
I learned the value of technical skills and knowledge in ensuring guest satisfaction, such as adhering to service procedures and food safety regulations. Attention to detail and teamwork were essential in maintaining high service standards. My communication skills improved, especially when interacting with team members and guests during busy periods. I practiced clear, empathetic communication to resolve issues and ensure team efficiency.
Additionally, I honed my time management and task prioritization abilities, crucial in the fast-paced F&B environment. My prior industry experience and academic knowledge (Levels 4-6) helped me focus on guest satisfaction and operational flow, guiding my decision-making throughout the placement. Overall, this supervisory role allowed me to apply both theoretical knowledge and practical skills, improving my communication, teamwork, and task management abilities.

Section 2: Critical Analysis of Practical Skills and Technical Knowledge

Practical skills and technical knowledge are essential for meeting guest service standards in hospitality. During my placement at Hilton Garden Inn Luton North, I observed how these skills contribute to delivering high-quality guest experiences. Key skills like time management, task prioritization, and attention to detail were critical in efficiently handling guest orders and managing various tasks, such as coordinating with the kitchen and attending to guest requests.
Technical knowledge, such as food safety regulations and equipment usage, was vital in ensuring quality and safety in service. For example, following food handling procedures during breakfast service was crucial to preventing contamination. Additionally, managing inventory and using kitchen and bar equipment required both technical and analytical skills to maintain operational efficiency and minimize waste. Effective communication with the kitchen, team members, and guests also played a significant role in maintaining service standards and addressing any issues quickly.
Overall, the practical and technical skills I developed during the placement were key to ensuring high-quality service, operational efficiency, and compliance with safety standards.

Section 3: Reflection on Organizational Issues
I reflect on a significant organizational challenge encountered during my placement at the Hilton Garden Inn Luton North’s F&B department—staff shortages during peak times, particularly during breakfast and dinner services. This shortage led to delays in order processing, longer wait times, and difficulty maintaining cleanliness, negatively affecting guest satisfaction. Overburdened staff, including myself, had to juggle multiple tasks simultaneously, which heightened stress levels and decreased the quality of guest interactions. Additionally, operational mistakes, such as serving incorrect meals, occurred due to the increased pressure.
To address this issue, a mix of short- and long-term strategies, supported by relevant theories, can be implemented. Short-term solutions include more flexible shift planning and hiring temporary staff to cover peak times, following human resource management principles. A “reserve team” of employees could alleviate pressure during busy periods. Long-term strategies involve investing in staff training programs to improve efficiency and resilience under pressure, in line with skill development theories. Additionally, integrating technology, such as digital ordering systems, could streamline workflow and reduce human error, enhancing operational efficiency and guest satisfaction. Finally, revising recruitment and retention practices, including offering better benefits and growth opportunities, would help build a stable and motivated team.

Conclusion
The staffing shortage in the F&B department at Hilton Garden Inn Luton North harmed departmental performance and guest experience. However, through practical solutions such as optimizing shifts, improving training processes, integrating technology, and implementing better recruitment and retention strategies, these challenges can be resolved. Applying concepts from human resource management and operational innovation would not only improve operational efficiency but also enhance guest satisfaction and employee morale.

Conclusion and Action Plan
My placement at Hilton Garden Inn Luton North in the Food & Beverage department was a crucial experience for my professional development, providing me with a deep understanding of industry operations. I learned the importance of effective staff management and how it directly influences guest satisfaction and team performance. By observing and participating in various supervisory tasks, I understood how essential effective communication, teamwork, and task management are to maintaining high service standards.
Key lessons learned include the importance of developing technical and leadership skills, which are vital for efficiently coordinating a team, as well as the need for a proactive approach in addressing organizational challenges such as staffing shortages. Additionally, my previous experiences from studies and other placements have significantly contributed to enhancing my skills in guest relations and problem-solving.
This experience will guide my future practice in the hospitality industry through the application of a strategic and empathetic approach to managing day-to-day operations. I realized that situational leadership (Vallen & Vallen, 2014) is essential in dynamically addressing the needs of the team and guests, while maintaining a balance between operational demands and service quality.
Development Action Plan
To improve my skill set and become an effective leader in the hospitality industry, I have outlined the following action plan:
1. Develop Leadership Skills:
· I will focus on attending leadership courses and seminars in hospitality to learn advanced team management strategies. This includes pursuing a training program in human resource management (Johnston et al., 2012), which will help me manage teams effectively and address operational challenges.
2. Enhance Communication and Teamwork:
· I will continue developing my communication skills by applying constructive feedback strategies with the team and learning conflict mediation techniques to maintain a positive work environment. Effective teamwork is crucial for the success of F&B operations, so I will invest time in mentoring and collaborative learning in future work experiences.
3. Develop Technical Skills:
· I will continue refining my technical skills through additional courses in food and beverage management, including current consumer trends and technological innovations in the field (Walker, 2021). This will help me add value to the teams I manage in the future.
4. Integrate Technology into F&B Operations:
· I will study and apply technological solutions that can streamline service and management processes, such as using digital order systems and analyzing how technology can optimize operations. I aim to become a professional capable of implementing technological innovations to enhance guest experiences and reduce human error.
5. Continue Critical Reflection:
· I will maintain a professional journal in which I regularly document my experiences and lessons learned. This will help me focus on continuous development and make necessary adjustments along the way.
In conclusion, this placement has helped me identify key aspects of my professional development and create a clear plan to become an effective manager in the hospitality industry. Applying the lessons learned and proposed strategies will contribute to strengthening my skills and achieving my career objectives.




Other Important Details:
1. Reflection Model: For this paper, I chose to use Gibbs' Reflective Model (1988) due to its clear structure, which facilitates the process of self-analysis. The Gibbs model includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model allowed me to organize my reflection systematically and approach each placement experience with a critical perspective.
· Description: I began by reflecting on the experience of observing and learning from the supervisors' role within the F&B department.
· Feelings: In this stage, I assessed my emotional reactions and how I managed stressful situations in the department.
· Evaluation: I reflected on what went well and what could have been improved.
· Analysis: I analyzed the reasons why certain approaches were successful and how technical and managerial skills played a central role in maintaining standards.
· Conclusion: I identified the lessons learned and the areas I need to improve.
· Action Plan: I formulated a concrete action plan for future development, focusing on leadership and technical skills (Gibbs, 1988).
2. References: In my reflection, I utilized a minimum of 12 sources to support the analysis and reflection on my placement experiences. These sources were selected from both specialized literature and recent research in the hospitality field, ensuring a solid theoretical foundation for each stage of the work.
· ASET (2017) Good Practice Guide for Work-Based and Placement Learning in Higher Education. Sheffield: ASET.
· Cousins, J. & Weekes, S. (2020) Food and Beverage Service. 10th Ed. London: Hodder Education.
· Fallon, M. & Rutherford, D. (2010) Hotel Management and Operations. London: Wiley.
· Gibbs, G. (1988) Learning by Doing: A Guide to Teaching and Learning Methods. Oxford: Oxford Polytechnic.
· Hagg, E. (2013) Internship Guide: Work Placements Step by Step. 5th Ed. The Hague: Eleven International Publishing.
· Johnston, R., Clark, G. & Shulver, M. (2012) Service Operations Management: Improving Service Delivery. 5th Ed. London: Pearson.
· Martin, A. (2020) The Practical Guide to Understanding and Raising Hotel Profitability. Abingdon: Routledge.
· Vallen, G.K. & Vallen, J.J. (2014) Check-In Check-Out: Managing Hotel Operations. 9th Ed. Harlow: Pearson Education Limited.
· Walker, J.C. (2021) Introduction to Hospitality. 8th Ed. Harlow: Pearson Education Limited.
· Wood, R.C. (2013) Key Concepts in Hospitality Management. London: SAGE Publications Ltd.
· www.thecaterer.com
· www.food.gov.uk



