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The Food and Beverage department at the Maldron Hotel Newcastle is known for being lively and busy, with a wide range of dining options to suit all kinds of people. This department is the heart of the hotel's hospitality and takes great pride in providing excellent service for both casual dining and formal events. My goals for learning in this busy place were many-fold. I wanted to understand the finer points of great customer service, learn how a busy business works, and gain useful skills in providing service and managing a team.

[bookmark: _Toc159917922]Section 1: Reflection on Experience and Personal Development
During my placement at the Maldron Hotel Newcastle, I had the great chance to observe a supervisor at work in the Food and Beverage department. This immersive experience let me see firsthand how complicated operational management can be, from organising staff to making sure guests are treated perfectly. Practical experience with work-related skills like good communication, delegating tasks, and resolving conflicts helped me learn a lot more about the technical skills needed to be great at hospitality (Overton et al., 2019).
There were many things that I learned from this experience. I learned how to manage guests' expectations and how to personalise service to make them happier. It's important to be flexible and pay attention to the little things (Bencherki, 2016). I also learned more about the logistics that go into providing excellent service, including how important it is to keep track of inventory and coordinate staff.
In addition, this experience sped up my personal and professional growth by making me better at certain things. I got better at both spoken and unspoken communication by talking to guests and team members all the time. As I worked with others in the department, teamwork went from being an idea to a skill that I could use. Having to prioritise and do more than one thing at once in a fast-paced environment helped me get better at managing my tasks (Peikert et al., 2021). Lastly, I saw how personal skills like empathy and resilience directly affected guest service, which is very important in the hospitality business.
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The work experience at Maldron Hotel Newcastle made me realise how important work-related skills and technical knowledge are in the hospitality industry. To keep up the hotel's high standards of service, people needed to be able to communicate clearly, solve problems quickly, and pay close attention to every detail (Communicating effectively 2023). For instance, knowing how to use point-of-sale systems well and following food safety rules had a direct effect on how well the business ran and how happy the customers were.
Real-life examples, like dealing with a guest complaint or running a busy breakfast service, showed how these skills could be used. These moments showed how theoretical ideas can be used in real-life situations by showing the fine line between knowing how to do something and knowing how to talk to people.
Based on academic literature and critical analysis, these skills seem to come from the basics of managing a hospitality business. Saul & Meredith (2016) say that the key to providing great guest service is to know what the guests want and go above and beyond what they expect. Also, best practices in the field encourage ongoing learning and change (Seven practices for effective learning 2023). This was also true for my stay at the Maldron Hotel Newcastle. Daily practice of these skills makes them better, which fits with the idea of "deliberate practice" as necessary for getting better at something in a field (Nye, 2012). So, the mix of academic theory and industry standards made it possible to fully understand and appreciate the wide range of skills needed in the hospitality business.
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When I worked at the Maldron Hotel Newcastle, I noticed a big problem with the way things were organised: the Food and Beverage department didn't have enough staff for peak service times. During times of high demand, this difference often made staff too busy, which hurt the department's performance and lowered the quality of service to guests. Overworking the staff not only increased the chance of mistakes but also made it harder for staff to have meaningful interactions with guests, which is an important part of the hospitality experience (Doe & Essiaw, 2021).
There were many effects of this uneven staffing, including negative effects on the guest experience, staff morale, and the flow of work. As lines got longer and wait times got longer, it's only natural that guests became less happy (Ware, 2024). During this time, the staff's stress levels rose, which made the workplace more likely to have rushed service and lower job satisfaction.
A dynamic staffing model is what I think should be done to solve this problem. To figure out how many staff members are needed, this model would use predictive analytics to look at past data, upcoming events, and booking patterns. Cross-training employees is also suggested as a way to make the workforce more flexible so that they can handle a variety of tasks during busy times (Young, 2013). Applying Herzberg's Two-Factor Theory (1959) to the real world suggests that making the workplace cleaner (a hygiene factor) can keep people from being unhappy at work. Additionally, the introduction of skill-enhancing training sessions (a motivator) could bolster staff proficiency and morale.
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Based on the difficulties and lessons learned, I have come up with a detailed action plan aimed at improving the job-related skills and technical knowledge that were seen as important during the placement. The following steps are part of the plan's strategy:
· Skill Enhancement: The staff will stay up to date on the latest hospitality trends and technologies by going to regular workshops where they can improve their technical and customer service skills.
· Communication Workshops: Using communication training to improve people skills, which are important for both working with guests and as a team.
· Teamwork Development: leading team-building activities outside of work to build relationships and make it easier for people in the department to work together.
· Task Management Optimization: Using technology to help with time management and assigning tasks, like setting up a digital task manager that everyone on the team can access.
· Customer Service Excellence: Guest service rules must be constantly reinforced to meet the highest standards of customer satisfaction.
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Looking back on my time as a trainee at the Maldron Hotel Newcastle, I learned a lot about the challenges and successes of running the Food and Beverage department. My understanding of customer service standards has changed a lot because of this experience. It has also helped me improve my work-related skills and technical knowledge. The in-depth study of organisational problems and the creation of an action plan that followed show how important it is to have flexible strategies when service needs change. When I move forward in my career, the things I've learned and the way I want to grow will help the hospitality industry keep being great and coming up with new ideas. This experience has not only improved my job skills but also made me more determined to work in a field that values excellent customer service and efficient operations.
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