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Introduction
Completing my 10-week placement at DoubleTree by Hilton Bristol North in the Food & Beverage (F&B) department provided me with an opportunity to gain real-world experience in guest service, teamwork, and operational problem-solving. My primary responsibilities involved assisting with breakfast buffet service, handling guest inquiries, monitoring food and beverage stations, and ensuring service efficiency.
To critically reflect on my learning experiences, I will apply Kolb’s Experiential Learning Cycle (1984), which consists of four stages:
· Engaging in a real-life situation.
· Analysing how the situation unfolded.
· Understanding the learning outcome.
· Applying the learning to future experiences.
This reflection will help evaluate how practical learning in the hospitality industry shapes professional growth and service skills (Kolb, 1984).
















 A guest arrived late for breakfast and demanded service
One morning, a guest arrived 15 minutes after the breakfast buffet had closed and demanded service, arguing that they were not informed of the breakfast hours. They were clearly frustrated, stating that they had paid for breakfast and expected flexibility.
To handle the situation, I:
· Apologized for the inconvenience and explained the breakfast hours.
· Offered a selection of pastries and coffee, which was still available.
· Suggested alternative dining options, such as room service.
Despite my efforts, the guest remained dissatisfied, commenting that a four-star hotel should be more accommodating.

I initially felt frustrated as I wanted to resolve the issue while maintaining professionalism. However, I realized that proactive guest communication could have prevented the misunderstanding (Johnston et al., 2012).

This situation reinforced the importance of setting clear guest expectations. Research by Kotler et al. (2021) highlights that well-communicated hotel policies reduce guest dissatisfaction. Additionally, Walker (2021) emphasizes the role of pre-arrival communication in preventing misunderstandings about service availability.

To improve in the future, I will:
· Ensure breakfast hours are clearly displayed at check-in and in guest rooms.
· Proactively inform late-arriving guests about alternative dining options.
· Develop confidence in handling guest complaints while maintaining professionalism.








A guest complained about the limited vegan breakfast options
During breakfast service, a guest approached me looking disappointed with the limited vegan options. They expected more plant-based choices, such as vegan pastries, dairy-free yogurt, and hot vegan breakfast items.
Since I was not fully aware of all the vegan options available, I:
· Checked with the kitchen to see if any additional plant-based dishes could be provided.
· Offered fruit, cereals, toast, and non-dairy milk as immediate alternatives.
· Apologized and assured the guest that I would pass their feedback to management.
Although the guest appreciated my response, they still seemed disappointed with the limited variety.

I felt unprepared because I was not aware of all available vegan alternatives. This made me realize the importance of understanding dietary requirements in the hospitality industry (Bowie & Buttle, 2019).

This scenario highlighted the growing demand for plant-based diets. According to Jones and Lockwood (2020), hotels that cater to special dietary needs increase guest satisfaction and repeat business. Kandampully et al. (2018) emphasize that diverse and inclusive menu options are essential for modern hospitality businesses.

To improve in the future, I will:
· Check dietary options with the kitchen daily before service.
· Suggest expanding the vegan section to include hot meal options.
· Enhance my knowledge of dietary preferences to offer better guest assistance.







A coffee machine ran out of milk and coffee during peak service
During peak breakfast hours, one of the self-service coffee machines ran out of both milk and coffee beans, leading to guest complaints. Several guests became frustrated, asking why the issue had not been resolved sooner.
To address the situation, I:
· Apologized to guests and reassured them that the issue was being resolved.
· Informed the kitchen team immediately so they could refill the machine.
· Directed guests to an alternative coffee machine, which was still working.
Despite my response, some guests still complained, saying that a Hilton hotel should anticipate such issues.

I felt pressured to resolve the situation quickly, knowing that breakfast service was a crucial part of the guest experience. I also realized that proactive stock monitoring could have prevented the issue.

This experience demonstrated the importance of preventative maintenance in hospitality. Davis et al. (2021) highlight that failing to anticipate supply shortages negatively impacts guest satisfaction. Slattery (2022) emphasizes that well-maintained equipment reduces service disruptions and enhances the overall guest experience.

To prevent similar issues in the future, I will:
· Ensure that coffee machine supplies are checked regularly during service.
· Coordinate with kitchen staff to implement a scheduled refill system.
· Suggest training staff on identifying and resolving supply shortages quickly.










Organisational Issue

Guests waiting to use coffee machines despite two being available
1. Issue
I observed that guests formed long queues at one coffee machine, despite there being two machines available. Many guests did not realize the second machine was operational, leading to unnecessary wait times.
2. Impact
· Guests became frustrated, believing service was slow.
· The queue disrupted the movement in the buffet area.
· Some guests left without coffee, impacting their overall satisfaction.
3. Solutions
· Placing clear signage near both machines to direct guests (Walker, 2021).
· Assigning an F&B staff member during peak hours to guide guests to the available machine.
· Repositioning the machines for better visibility and accessibility (Vallen & Vallen, 2017).

















Conclusion and Action Plan
Reflecting on my placement, I have developed stronger guest service skills, problem-solving abilities, and operational awareness. Kolb’s Experiential Learning Cycle has helped me understand how practical experiences contribute to professional growth.
Moving forward, I will:
1. Enhance my guest communication skills to manage expectations more effectively.
2. Be more proactive in monitoring stock levels to avoid supply shortages.
3. Suggest operational improvements to enhance service efficiency and guest satisfaction.
These experiences have strengthened my ability to adapt to guest needs, preparing me for future roles in hotel management and F&B operations.
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