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Part 1: Reflective Writing Using Gibbs’ Model (1,500 words)
Introduction
At Morgans Hotel, the Food and Beverage department focuses mainly on breakfast service, bar service, and organised events. The hotel attracts a variety of guests, including tourists, business visitors, and groups attending events, which creates a dynamic working environment.
This reflection is based on my placement in the Food and Beverage department at Morgans Hotel. During my placement, I supported the team in different operational areas, including breakfast service, bar service, and organised events. My responsibilities included preparing the restaurant, assisting with serving food and drinks, clearing tables, polishing cutlery, and maintaining a clean and organised environment.
I also took part in two events. The first was a school visit with around 50 children, where I helped at the bar by showing them how to make non-alcoholic cocktails. The second was an afternoon tea event for approximately 80 older visitors, where I assisted the staff with service and preparation. These experiences helped me understand how food and beverage operations function in practice.
The aim of this reflection is to analyse my experience using Gibbs’ Reflective Cycle and to evaluate my learning in relation to communication, teamwork, customer service, and sustainable hospitality (Gibbs, 1988).

Description
For one morning, the breakfast service was very busy, as many customers arrived at the same time. Members had to work efficiently to manage orders and maintain service quality. My role was to support staff by taking simple orders, serving drinks, clearing tables, and cleaning.
While working, I noticed that one guest had been waiting for their breakfast for a long time. The guest expressed dissatisfaction and mentioned that other guests who arrived later had already received their food.
As a placement student, I understood that I was not responsible for managing complaints independently. I listened carefully and remained polite, then informed my supervisor. The supervisor checked with the kitchen and spoke directly with the guest. I continued supporting the team while the situation was resolved.
I was also involved in a school event with approximately 50 children. They were divided into groups and rotated through activities. At the bar, I helped them prepare non-alcoholic cocktails. I explained the process and supported them in the course of the activity. However, some children did not like the drinks, as they found them too sweet or different from their expectations.
In addition, I assisted during an afternoon tea event for around 80 older visitors. My role included serving food and drinks, clearing tables, and maintaining cleanliness. They were very kind, often smiling and expressing appreciation.
Although I did not take part in many events, I was still involved in important preparation tasks that helped the service run smoothly. I regularly assisted with setting up meeting rooms in advance, making sure that everything was clean, organised, and ready before peoples arrived. This included arranging tables and chairs, checking that the room looked presentable, and ensuring that all basic requirements were in place. I also supported a special event when Burberry had a photoshoot at the hotel. In this time, I was asked by the head manager to check on the group from time to time and make sure they had everything they needed, such as coffee, milk, tea, and water. This required me to be attentive and observant without interrupting their work. After that, I contributed prepare the buffet area and stayed nearby to ensure that everything remained clean, well presented, and fully stocked. This experience helped me understand the importance of preparation, attention to detail, and being proactive in supporting events, even when my role was mainly observational and supportive.

Feelings
For the duration of the breakfast situation, I felt nervous and slightly uncomfortable because the guest was unhappy. I was aware that I had to act carefully and professionally. At the same time, I found pressure because the restaurant was busy, and I had multiple tasks to complete.
However, I was more confident once I followed the correct procedure and informed the supervisor. I realised that I was not alone and that colleagues would support me. After the situation was resolved, I became relieved and more confident in my ability to respond to similar situations.
At the school event, I was optimistic at the beginning, but slightly unsure when some children did not like the drinks. I wanted them to enjoy the activity, so I stayed friendly and encouraging.
During the afternoon tea event, I felt comfortable and confident. The guests were polite and friendly, which created a constructive atmosphere and made the experience enjoyable.

Evaluation
There were both positive and negative aspects across these experiences. Across the breakfast situation, an encouraging aspect was that I remained calm and polite and followed the correct procedure by informing the supervisor. This ensured that the situation was handled properly.
Another good point was that I continued supporting the staff in a busy period. This shows that I was able to manage my tasks and contribute to the service.
For the school event, I communicated clearly and adapted my approach when some children did not like the drinks. I maintained a confident attitude, which is important when working with younger visitors.
For the duration of afternoon tea event, the service was smooth, and the interaction with residents was excellent. Their behaviour made the experience more enjoyable.
However, there were also negative aspects. The delay at breakfast affected the guest’s experience. I also realised that I could have informed a team member earlier when I noticed the delay.
In the middle of the school event, not all children enjoyed the activity, which shows that guest satisfaction can vary. This highlighted the need for flexibility and understanding.

Analysis
This experience can be analysed using key concepts such as communication, teamwork, customer service, and sustainable hospitality.
Communication is essential in food and beverage operations. According to Food and Beverage Management: For the hospitality, tourism and event industries, effective communication between departments is necessary to ensure efficient service. In this situation, limited communication about delays contributed to guest dissatisfaction.
Teamwork is also critical. In hospitality environments, staff must cooperate to maintain service quality. Even as a placement student, I contributed by supporting colleagues and following instructions.
Customer service plays a central role in guest satisfaction. As explained by Unreasonable Hospitality: The Remarkable Power of Giving People More Than They Expect, creating a positive guest experience involves attention, care, and adaptability. This was evident when working with children and older customers, where different approaches were required (Guidara, 2022).
Sustainable hospitality is another essential concept. It involves reducing waste, using resources efficiently, and promoting responsible practices (Boussard, 2021). During my placement, I observed practices such as careful preparation of food, cleaning and reusing equipment, and organised service to reduce waste.
For example, at breakfast and events, it was significant to manage food portions and avoid waste. At the bar, ingredients for non-alcoholic cocktails were used carefully. Sustainable hospitality also includes social responsibility, such as creating a better environment for guests. This was reflected in the friendly interaction with older ones for the afternoon tea event.

Conclusion
From these experiences, I learned that working in food and beverage requires strong communication, teamwork, and adaptability. I also learned that it is important to understand my role as a placement student and to ask for help when needed.
I developed more confidence in interacting with people and learned how to respond to different situations, including complaints and varied guest reactions. I also gained a better understanding of how sustainable practices can be applied in a hospitality environment.
Generally, these experiences helped me improve both my practical skills and my understanding of food and beverage operations.

Action Plan
In the future, I will focus on improving my communication skills by sharing information more quickly with supervisors and colleagues. For example, if I notice delays or potential issues, I will inform a team member immediately instead of waiting.
I will also try to identify problems earlier by improving my observation skills through service. This will help me support the employees more effectively and prevent situations from developing into complaints.
I will continue to develop my ability to adapt to different types of guests by being more flexible and adjusting my communication style depending on the situation. For example, I will be more patient when working with children and more attentive when serving older persons.
In addition, I will aim to apply sustainable practices by being more aware of waste, using resources carefully, and avoiding unnecessary use of materials such as napkins, water, or ingredients. I will also support efficient preparation to reduce waste during service and events.
For my Level 6 placement, I want to be more confident, organised, and proactive. I will take more initiative in supporting the team, while still respecting my role as a placement student. I will use the experience gained at Morgans Hotel to continue developing my practical skills and improving my all performance in a professional environment.



Part 2: Hotel Mentor Feedback (250 words equivalent)
Knowledge of menu and service standards: Did the student demonstrate an understanding of menu items, allergies, and service etiquette?
Yes. Silvia has been a pleasure to work with. She has shown a good knowledge and understanding of all areas of the business and has worked well in each department following process and standard.
Speed and efficiency in service: Was the student able to deliver food and drinks promptly and correctly?
Yes. Silvia worked well on food and beverage service abd followed process and standard.
Ability to upsell and engage with guests: Did the student actively promote menu items and create a positive guest experience?
Silvia worked mostly quieter shifts whereby the bar was quiet, but she did make a big effort to serve customers well and promote all areas of the business.
Food and Beverage Feedback: Please provide specific feedback on the student’s performance in the Food and Beverage department.
Silvia worked very well in the F&B department. She followed EHO standards and in house checklists.

Part 3: Placement Tutor Feedback (250 words equivalent)
Time Management
Silvia has demonstrated a very strong understanding of the importance of time management throughout her placement. She attended all scheduled shifts consistently as agreed, demonstrating reliability, punctuality, and a professional approach to her responsibilities. No absences were recorded, reflecting her commitment and dependability.
Silvia also consistently attended all one-to-one meetings with her tutor, as well as group sessions such as the assignment workshop, arriving on time and further demonstrating her dedication to personal development and engagement with the learning process.
There is an opportunity for growth in terms of overall availability and exposure to a broader range of operational hours. Silvia’s placement schedule was limited to Mondays and Tuesdays, which are typically quieter periods in a hotel environment. While personal commitments are understandable, increasing flexibility in availability would have provided valuable insight into busier operational periods and enhanced her overall learning experience.
In future professional settings, particularly within the hospitality industry, it will be important for Silvia to balance personal commitments with workplace demands. Being adaptable and available during peak times is essential in such dynamic environments.
A more proactive approach to managing her schedule, such as seeking additional shifts or requesting exposure to different operational periods, would enable Silvia to maximise the benefits of similar experiences in the future.
Communication
Communication has been one of Silvia’s key strengths throughout the placement. She consistently demonstrated professionalism and basic confidence when interacting with hotel staff, peers and her tutor.
During meetings and day-to-day interactions, Silvia’s verbal communication was generally clear and well-structured. She asked insightful and relevant questions related to her assignments, showing a proactive approach, and contributed meaningful updates about her placement. Her ability to engage in constructive dialogue added value to all meetings.
Silvia’s professional communication style was particularly effective in a hospitality setting, where clear interaction with both colleagues and guests is essential. She demonstrated an ability to adapt her communication style to suit different audiences, supporting positive working relationships and effective teamwork. Her professional manner has been recognised by both the hotel team and her tutor.
During her one-to-one meeting, she has also provided clear examples of guest interaction at reception, including responding to guest emails under the supervision of reception staff.
Silvia responds to emails in a timely and appropriate manner. There is some minor scope for improvement in email etiquette, particularly in structure, tone and attention to detail, which will further strengthen her written communication.
While Silvia communicates effectively overall, there is scope to further develop her confidence when expressing ideas. At times, she would benefit from articulating her thoughts more clearly and assertively, particularly when contributing to discussions or sharing her perspectives. With continued practice, this will enhance both clarity and impact.
Overall, Silvia’s communication skills are of a high standard. She demonstrates strong listening skills, respect for others, and the basic ability to convey information effectively. With continued refinement, particularly in confidence and clarity, this strength will continue to support her success in future professional environments.
Behaviour
Throughout the placement, Silvia consistently demonstrated exemplary behaviour. She maintained a positive attitude and approached all aspects of her role with enthusiasm and a genuine willingness to learn. She has successfully gained valuable experience across Food & Beverage, Front Office and Housekeeping, showing both adaptability and a willingness to learn in different operational areas.
She worked collaboratively with both hotel staff and peers, contributing to a supportive and professional working environment. Silvia was respectful, reliable and consistently completed tasks efficiently and to a high standard.
Her professionalism and ability to work effectively as part of a team were recognised and praised by the hotel staff. She showed maturity in her approach to responsibilities and maintained a constructive and cooperative attitude at all times.
Silvia’s commitment to teamwork, combined with her positive outlook, made her a valued and trusted member of the team.
Problem-Solving
Silvia demonstrated a developing ability to handle challenges during her placement, showing a good foundational understanding of how to approach workplace situations. When faced with difficulties, she was receptive to feedback and guidance, using this support effectively to navigate challenges.
She made clear efforts to address problems when prompted, demonstrating a willingness to learn and improve. Her openness to advice and reflective approach are strong indicators of her potential to grow in this area.
To further develop her problem-solving skills, Silvia would benefit from adopting a more independent and proactive approach. For example, taking greater initiative in managing her departmental rotation and ensuring exposure to all relevant areas of the hotel would strengthen her practical understanding of operations.
With continued experience and confidence, Silvia is well-positioned to become more self-sufficient in identifying issues, proposing solutions and taking initiative in the workplace. Her strong foundation and positive attitude towards learning will support her continued development in this area.

Part 4: Reflection on Hotel and Placement Tutor Feedback (1,000 words)
Introduction
This section reflects on the feedback received from my Hotel Mentor at Morgans Hotel and my Placement Tutor during my Food and Beverage placement. The feedback covered key areas such as communication, behaviour, time management, problem-solving, and all performance within different operational departments.
Reflecting on feedback is an essential part of professional development, as it allows individuals to recognise strengths, identify areas for improvement, and plan future development. According to Moon, reflective practice supports deeper learning by linking experience with critical analysis. This section will therefore summarise the feedback, evaluate its impact on my development, and outline clear action steps for future improvement in professional hospitality settings (Moon, 2004).
1. Understanding the Feedback
The feedback from my Hotel Mentor was very encouraging. I was described as polite, reliable, and a pleasure to work with. My mentor highlighted that I demonstrated a good understanding of menu items, service standards, and operational procedures. I consistently followed hotel processes, including EHO standards and internal checklists, which showed attention to hygiene and operational discipline.
In terms of speed and efficiency, I was considered capable of performing tasks correctly and in a timely manner, especially for Food and Beverage service. However, it was noted that I mainly worked quieter shifts, particularly in the bar, which limited exposure to high-pressure environments. Despite this, I made a strong effort to serve customers well and maintain a professional attitude.
My Placement Tutor provided more academic and developmental feedback. A key strength identified was my communication skills. I was described as clear, professional, and confident in interactions with staff, peers, and tutors. I also demonstrated engagement through meetings, asked relevant questions, and contributed to discussions.
However, the tutor drew attention to areas for improvement, particularly in confidence when expressing ideas and in written communication such as email structure and tone. Another important point was time management and availability. As my placement was mainly scheduled on Mondays and Tuesdays, I had limited exposure to peak operational periods, which restricted my learning opportunities in busier environments.
Behaviour was pointed out positively by both mentor and tutor. I was described as respectful, cooperative, and adaptable across different departments, including Food and Beverage, Front Office, and Housekeeping. My ability to work as part of a team and maintain a successful attitude was consistently recognised.
In terms of problem-solving, I was seen as willing to learn but still developing independence. I responded well to feedback but was encouraged to take more initiative and become more proactive in identifying and solving issues.
2. Impact of the Feedback
The feedback has helped me better understand my strengths and areas for development in a professional hospitality environment. One of my main strengths is communication. I can interact effectively with colleagues, supervisors, and guests, and I maintain a respectful and professional tone. This was particularly critical during my Food and Beverage tasks, where clear communication is essential for service efficiency.
Another strength is my behaviour and attitude. I consistently demonstrated a good approach to learning and was willing to support different departments. This adaptability is key in hospitality, where staff are often required to work in multiple operational areas.
However, the feedback also brought attention to fundamental weaknesses. One key area is confidence. Although I communicate well, I sometimes lack assertiveness when expressing ideas or taking initiative. This means I rely more on guidance from supervisors rather than making independent decisions.
Time management and exposure were also considerable learning points. Working mainly in quieter periods meant I did not fully experience the demands of peak service times. As a result, I have less experience in handling high-pressure environments, which are common in hospitality operations.
This feedback has changed my understanding of professional development. I now recognise that success in hospitality is not only about completing tasks correctly, but also about being proactive, adaptable, and confident in decision-making. According to Johns, reflective practice helps individuals develop deeper self-awareness and improve professional judgement, which is essential in service-based industries (Johns, 2017).
3. Action Steps for Growth
Based on the feedback, I have identified several key actions to support my development.
Firstly, I will focus on improving my confidence and independence. I will aim to take more initiative across tasks instead of waiting for instructions. This includes asking more questions, suggesting ideas when appropriate, and becoming more proactive in supporting team operations.
Secondly, I will improve my exposure to different working environments by seeking opportunities to experience busier operational periods. In future placements, I will try to increase my availability where possible, especially at peak service times, to develop stronger time management and pressure-handling skills.
Thirdly, I will work on improving my written communication skills, particularly email structure, tone, and clarity. This will support my professional development and ensure more effective communication in formal workplace environments.
In addition, I will continue developing my problem-solving skills by trying to identify issues earlier and considering possible solutions before seeking help. This will help me become more independent and confident in decision-making.
These actions will support my progression into Level 6 placements and future professional roles in the hospitality industry. As noted by the Institute of Hospitality (2023), continuous development, adaptability, and reflective learning are essential for long-term success in hospitality careers.
Conclusion
In conclusion, the feedback from both my Hotel Mentor and Placement Tutor has provided valuable insight into my performance during my placement at Morgans Hotel. My key strengths include communication, behaviour, teamwork, and a confident attitude towards learning. However, areas for development include confidence, independence, time management, and exposure to busier operational environments.
Reflecting on feedback has helped me understand the importance of becoming more proactive and self-reliant in professional settings. It has also noted the need for continuous improvement and adaptability in the hospitality industry.
In summary, this reflection has been a valuable learning experience that will support my future development in both academic and professional contexts.






Part 5: Presentation on Placement Experience (1,000 words equivalent)
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Part 6: Questions and Answers Based on the Presentation
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