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Introduction 
Shadowing the managers of the Food and Beverage Department at the Marriott Hotel in Cardiff was an enlightening experience. Managing food and beverage operations is a challenging and varied responsibility, as I learned during my time at Marriott. Marriott's Food and Beverage Department is equipped to handle events, conferences, weddings, and other special occasions. They provide comprehensive event planning, catering, and banquet services to ensure a seamless and memorable experience for guests (Marriott, 2023).

Main Body 
My time at Marriott's Food and Beverage Department provided me with invaluable insights into the complex world of hospitality management. For this experience I applied Kolb's Experiential Learning Cycle. Kolb learning cycle can help to enhance professional development as well as help figure out learning preferences and style so that adjustments can be made to the methods properly (Morris, 2020).

Concrete Experience:
I began with a concrete experience of observing daily operations. During my placement at Marriott, I witnessed the bustling, dynamic environment of the Food and Beverage Department. The food and beverage department plays a critical role in the success of hospitality and food service establishments. Its impact extends beyond revenue generation to encompass customer satisfaction, brand reputation, and cultural contributions, making it a cornerstone of these industries (Rutherford and O’Fallon, 2007). I observed the manager orchestrating the daily operations, including managing staff, handling customer inquiries, and ensuring the efficient functioning of the restaurant and bar. I also observed the manager addressing various challenges, such as accommodating dietary preferences, ensuring prompt service, and maintaining food quality. Having worked in the hospitality sector in my previous job I knew how hard it was to manage and oversee this department as it needs a lot of organisational skills and leadership skill. Having worked in this sector, I was most impressed by how crucial effective communication is to provide seamless service. I watched the staff members' interactions with each other: they held daily meetings before and after the events. Every Tuesday, the management met to discuss what kind of event was scheduled, how many people would be attending, and what dietary requirements needed to be met. Every manager provides input to their team, and following the event, everyone provides comments regarding the event's success and its effect on overall productivity.
However, one time during my time on placement an organisation that reserved a banquet the previous evening sent an email to the manager requesting for their money back due to complaints about one of the main courses served that evening. This is a common issue in the food and beverage department. These complaints can range from food quality and service issues to concerns about ambiance. When not handled properly, guest complaints can damage the reputation of the establishment and hinder vocational and self-development for staff (Elphick, 2023). The management apologised and offered compensation and reconsidered modifying the menu so that it would not happen again and cause a loss for the business.

Reflective Observation: 
As I observed the manager's actions and interactions, I realized the importance of effective communication. The manager's ability to maintain composure under pressure, communicate clearly with staff, and adapt to the ever-changing demands of the department was impressive. Although the menu item did not receive positive feedback, according to Feng and Chen (2017), when incidents or problems occur in the food and beverage department, staff can engage in reflective observation to understand the root causes. This process helps in finding preventative measures or solutions to avoid similar issues in the future. Clear communication is essential for ensuring that the staff understands expectations, for coordinating with other departments, and for addressing customer concerns (Mullins and Dossor, 2013). 

Resolution:
The growth and profitability of the food and beverage department depend on its ability to properly handle customer complaints. Kim and Baker (2020) state that this department must react to concerns from customers in a timely and courteous manner. A prompt response to guests' concerns is much appreciated. To completely comprehend the nature of the complaint, Cottrell (2021) state employees should engage in active listening. This entails being empathetic and making sure you understand the problem by asking clarifying questions. by providing workers with the necessary training to really apologise and show empathy to visitors who have encountered an issue. This eases stress and shows that you are prepared to work to find a solution.

Recommendations:
Training and Skill Development:
· Provide training to staff on effective communication, conflict resolution, and customer service skills. Regularly update training programs to ensure employees are well-prepared to handle complaints (Elphick, 2023).
Team-Based Learning:
· Encourage a culture of sharing and learning from guest complaints as a team. Staff should be able to discuss and learn from past experiences to prevent similar issues in the future (Lavi, 2023).
Professional Development Opportunities:
· Support employees in seeking further education or certifications related to the food and beverage industry. This can enhance their vocational and academic development (Gruber et al, 2011

Abstract Conceptualization:
Through reflection, I began to conceptualize the core principles of successful food and beverage management. It became evident that strong leadership and communication skills were fundamental to managing a team effectively. According to Hope, (2004) effective communication is not about conveying information but is central to teamwork, resolving issues, and ensuring that customer expectations are met. It's a fundamental principle that underlies all successful operations in the department. The food and beverage department in a hospitality establishment relies heavily on effective communication for smooth and successful operations. Without effective communication, several negative consequences can occur, impacting both the internal functioning of the department and the overall guest experience. Miscommunication between the kitchen and the serving staff can lead to incorrect orders, long wait times, or food not meeting customer expectations. This can result in dissatisfied guests and negative reviews (Mullins and Dossor, 2013. 


Active Experimentation: 
To apply what I had learned, I asked questions and sought guidance from the managers. I actively participated in tasks, such as coordinating with the kitchen, overseeing table arrangements, and assisting in solving customer issues. This hands-on experience allowed me to practice the principles I had conceptualized. Recognizing that staff communication and customer service are essential, the department conducts training sessions. These sessions focus on improving the staff's communication skills, active listening, and problem-solving abilities. Active experimentation involves evaluating staff performance and customer satisfaction before and after the training. Furthermore, I realized that continuous staff training in communication skills, including active listening and conflict resolution, could further enhance the department's performance. Clear and empathetic communication could lead to improved teamwork, increased customer satisfaction, and a more harmonious work environment (Sturman, 2011). Based on this reflective observation, I plan to take steps to improve my communication within the food and beverage department. This may involve getting communication training sessions and encouraging an open and supportive communication culture. I also aim to lead by example by demonstrating active listening and empathetic responses in my interactions with both customers and the team.

Conclusion 
In conclusion, reflective observation in the food and beverage department provided me with valuable insights into the importance of effective communication. It highlighted how communication are essential for operational efficiency and customer satisfaction. This observation has inspired me to take concrete actions to foster better communication within the department, leading to an improved dining experience for our guests and a more cohesive team. By addressing guest complaints proactively and with professionalism, the food and beverage department can enhance the overall guest experience, promote vocational and self-development for staff, and create a culture of continuous improvement. This, in turn, helps in maintaining a positive reputation for the establishment. Overall, this experience helped me better understand food and beverage management and helped me appreciate the challenges of upholding Marriott's high standards of customer service. It emphasised that learning in a dynamic industry like hospitality is a continuous process and that adaptation and a dedication to excellence are crucial for success in this field.
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