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Introduction
The Food and Beverage (F&B) department is integral to the hotel’s overall guest experience, encompassing restaurant service, bar operations, room service, and event catering. It requires a combination of guest interaction, operational efficiency, and strict adherence to food safety regulations. At Holiday Inn Peterborough, the menu is highly regulated due to allergen policies, and any menu updates must go through Valor, the head office, which can take up to a months for approval.
During my placement, I shadowed a supervisor within the F&B department, allowing me to gain insights into managing service flow, handling guest requests, coordinating with the kitchen team, and understanding menu and allergen policies. This experience enhanced my understanding of teamwork, communication, and problem-solving, all of which are crucial for maintaining high guest service standards.
To structure my reflection, I have chosen Kolb’s Experiential Learning Cycle (1984), which provides a framework for learning through direct experience. Kolb’s model consists of four stages:
· Concrete Experience: I observed how guests reacted to the new allergen questionnaire system and how staff assisted them.
· Reflective Observation: Some guests, particularly older generations, found the system difficult to use, impacting their booking experience.
· Abstract Conceptualisation: The Technology Acceptance Model (Davis, 1989) suggests that ease of use and perceived usefulness influence system adoption.
· Active Experimentation: To improve guest experience, staff could introduce a hybrid digital and paper-based system to accommodate all demographics. 
This model helps me critically evaluate my experience in the Food and Beverage (F&B) department, linking practical observations to theoretical knowledge and identifying ways to improve my professional practice.

Section 1: Reflection on Experience and Personal Development
Shadowing a Supervisor in F&B
During my placement, I quickly realised that supervising an F&B team involves much more than managing orders and tables—it requires strong organisational skills, problem-solving, and the ability to manage both staff and guest expectations simultaneously. One of the key challenges I observed was the strict menu approval process that requires all changes to be submitted to Valor, the head office, which can take up to a months before a new menu is approved.
In addition, I experienced how event bookings have been systematised, requiring guests to complete a detailed questionnaire about their menu selections and allergens. While this system ensures compliance with food safety regulations, some customers, especially older generations, find it difficult to navigate. From my perspective, the system is efficient because once the questionnaire is submitted, it is sent directly to the chef's tablet, allowing the kitchen to determine what can and cannot be served. However, some guests felt alienated by the process as they struggled with the digital format.
Key Skills Developed
Communication & Guest Interaction
· Learning how to explain allergen policies to guests while maintaining a positive guest experience was crucial.
· I developed confidence in handling guest complaints, particularly when they were frustrated with the menu restrictions.
· Observing how the supervisor dealt with unhappy guests professionally helped me improve my own approach to service recovery.
Problem-Solving & Adaptability
· I encountered situations where guests were unhappy with menu limitations. Instead of declining requests outright, the supervisor worked with the chef to offer alternative dishes where possible.
· When guests struggled with the event booking questionnaire, I assisted them by guiding them through the system, ensuring that their dietary needs were recorded properly.
Operational & Workflow Management
· I learned how important pre-service briefings are for ensuring that staff understand special guest requests and dietary restrictions.
· Effective coordination between service staff and the kitchen was necessary to ensure all allergen concerns were properly communicated.
Menu Planning & Food Safety Regulations
· I gained an appreciation for how strict allergen policies influence menu design, and how important it is to follow Food Standards Agency (FSA) guidelines to ensure compliance.
· The requirement for menu approval through Valor highlighted the challenges of corporate oversight versus operational flexibility.
Impact of My Academic Journey & Prior Experience
· Studying hospitality management from Level 4 to Level 6 gave me a theoretical foundation in guest service management, leadership, and food safety regulations, but seeing these principles applied in a real-world setting helped solidify my understanding. My previous entry-level experience in F&B gave me the basic skills to manage service operations, but stepping into a supervisory perspective required a more strategic approach to guest satisfaction and operational efficiency.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Why These Skills Are Essential for Guest Service Standards
The F&B department plays a crucial role in shaping guest experiences, and work-based skills are fundamental in ensuring operational efficiency, service quality, and guest satisfaction.
Communication & Service Recovery:
· Guests often have specific dietary requirements, and how these are communicated can impact their experience.
· Service recovery skills are essential, particularly when dealing with guests who find the questionnaire system difficult to navigate.
Time Management & Coordination
· Kitchen and service teams must work together efficiently to prevent delays and ensure accurate allergen handling.
· Pre-service meetings and real-time communication tools improve workflow efficiency.
Compliance with Food Safety Regulations
· Allergen policies must follow FSA guidelines to prevent legal and health risks.
· The automated questionnaire system streamlines allergen communication but requires guest adaptation and support.
Revenue Management & Cost Control
· Strict menu control means upselling opportunities must be maximised within the approved menu framework.
· Systematising event bookings ensures that allergen compliance is met while maintaining profitability.

Section 3: Organisational Issue & Practical Solutions
Identified Issue: Guest Resistance to the Online Event Booking & Allergen Questionnaire
One of the main challenges in the F&B department was guest dissatisfaction with the new system for booking event menus and submitting allergen information. While the system is designed to streamline communication and ensure food safety, some guests particularly older individuals struggled to complete the online forms.
Impact of This Issue
Guest Experience:
· Some guests felt frustrated and excluded due to their lack of familiarity with digital systems.
Operational Challenges:
· Staff had to spend extra time assisting guests with filling out forms, increasing their workload.
Hotel Reputation:
· Guests who found the system difficult to use perceived the hotel as less accommodating, affecting repeat bookings.
Proposed Solutions
Providing Assisted Digital Support
· Offering staff-assisted completion of questionnaires for guests who struggle with technology.
Hybrid System (Online & Paper Option)
· Allowing guests the choice to fill out a paper-based form that staff can manually input into the system.
Clearer Guest Communication
· Explaining the benefits of the system (faster processing, improved allergen safety) during the booking process.
Theoretical Link: Technology Acceptance Model (Davis, 1989)
This theory suggests that perceived ease of use and perceived usefulness influence acceptance of new systems. Training staff to educate guests on the system’s benefits can improve adoption.





Conclusion & Action Plan
Key Insights from My Placement
· Strict allergen policies impact menu flexibility and guest experience.
· Systematising event menu selection improves operational efficiency but requires guest support.
· Balancing corporate control (Valor approvals) with operational needs is a challenge.
Future Action Plan
· Develop Leadership Skills → Improve ability to guide guests through digital systems.
· Enhance Food Safety Knowledge → Stay updated on FSA allergen regulations.
· Improve Technological Adaptation Skills → Learn how hospitality tech solutions impact guest experience.
This placement has reinforced my interest in food service operations, particularly in balancing efficiency with personalised guest service. 
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