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Introduction 
I was placed as a “Food and Beverage Service Manager” at the Highcliff  Marriott Hotel Bournemouth and I was put in charge of managing operations related to Food and Beverages. The department is called Brasserie Blanc and it offers both food and drinks to customers. The objectives related to the placement included developing menus, managing regular operations, maintaining quality standards, monitoring cost control and inventory, and giving staff training. These objectives include compliance with regulations of safety as well as health. It also includes offering efficient customer service. 
On the other hand, as per my learning outcome, was required to improve my knowledge and performance in terms of problem-solving, leadership, evaluation, planning, and organizing. I also need to improve staffing, coordination, and task control per my learning outcomes. I have achieved my aims through my experience as a “Food and Beverage Service Manager” by identifying my weaknesses and resolving them. I also identified my issues regarding self, academic, and vocational development such as leadership, problem-solving skills, and customer orientation along with the identification of lost opportunities of becoming a leader. 
[bookmark: _Toc120891632]Discussion
“Gibbs’ reflective cycle” can be used by me to evaluate the experience that I had as a “Food and Beverage Service Manager”. The six steps of the reflective cycle are description, feelings, evaluation, analysis, conclusion, and action plan and these steps can help in evaluating an experience effectively (Adeani, Febriani and Syafryadin 2020). 
Description
As a manager of Food and Beverage service, I faced issues managing multiple shifts and staff of multiple shifts. One day during my duty, an order by a guest got mixed up due to the ignorance of a waiter who was working under my supervision. The waiter did not try to reason with the guest instead, he pointed out that the guest placed another order which was not true. The guest got angry because of the incident and complained about the waiter and me to the higher authorities of the hotel. This incident stained my reputation as a manager in the hotel which affected my professional career adversely. I was stunned and disappointed when the higher authority scolded me for my lack of supervision which led to the incident. 
Feelings
I was upset at the staff’s performance and behaviour toward the guest. I was also nervous and shattered when I was scolded by the upper management of the organization. Moreover, my motivation decreased as the incident ruined my reputation greatly. As a consequence, the staff failed to convince the guest by correcting his mistake and offering him something else with a polite tone. This behaviour contributed to the escalation of the event further. I also realized that I need to improve my leadership skills so that I can train and develop the staff working under my supervision and improve their behaviour toward customers effectively and efficiently. 
Evaluation
I evaluated from the incident that I needed to bring change in my behaviour as a leader to improve staff behaviour towards guests. As per behavioural leadership theory, “democratic leaders” can make uniform decisions in complex situations with the input of team members (Benmira and Agboola 2021). Therefore, I need to improve my skills to be a democratic leader as this leadership can be helpful in situations such as the one which I experienced. A democratic leader can be more approachable to staff so that they can consult with the leader anytime for any problem (Uslu 2019). This action could have averted the mishap that happened at the hotel. 
On the other hand, I also realized the fact that the “training and development program” for staff such as waiters needs to be modified in the hotel which can prepare them to handle tough situations with guests such as the mentioned one. Staff training is essential for restaurant staff within a hotel because it can make sure that an efficient, safe, and consistent service is offered to customers (Waqanimaravu and Arasanmi 2020). Moreover, it is also required to increase customer loyalty, and customer satisfaction, and to fulfil customer expectations (Belias and Trihas 2022). Therefore, the hotel needs to initiate a proper training program for staff to increase customer satisfaction. 
Analysis
I analysed the above-mentioned incident to find out that the performance of the staff of a hotel or a restaurant depends on the supervision of their leaders. Moreover, a leader needs to possess certain skills such as self-awareness, empathy, integrity, and collaboration to properly train and manage staff who work under their leadership (Tan 2019). Transparency, creativity, active listening as well and loyalty can also help leaders create a positive bond with subordinates which can result in better performance as a team (Banwart 2020). On the other hand, a democratic leader can efficiently form and maintain positive relationships and bonds with subordinates because these leaders possess the above-mentioned skills. Therefore, I need to develop and improve my leadership skills to become an efficient democratic leader to avoid the experience that I recently had at the hotel. Moreover, I also realised that modification in the orientation and onboarding program of the hotel for staff managing restaurants is essential to avoid the incidents that I have mentioned. 
Conclusion
I can state that the incident that I experienced happened because of my poor leadership skills along with the staff’s poor problem-solving skills. As I supervised the staff, it was my fault as well. The experience helped me to understand that I lacked effective leadership skills which were necessary to supervise the staff to behave properly and efficiently. On the other hand, I can recommend to the hotel management that they need improvement and modification in their onboarding programs for operational staff at their restaurant so that the staff’s way of customer handling can be improved. 
Action plan
I need to increase my self-awareness to become an efficient democratic leader. Practising meditation and collecting feedback about own self can be an effective way to increase self-awareness (Berkovich-Ohana, Jennings and Lavy 2019). 3 months will be sufficient for me to achieve this target. Moreover, emotional intelligence can be built and improved by practising active listening (Goleman 2021). I can do this to ultimately improve my communication and I will need 3 months to fulfil this goal. Apart from these initiatives, gathering industry knowledge is necessary to become an efficient leader in the “Food and Beverage Industry” (Akyazi et al. 2020). Therefore, I need to develop data-gathering skills by identifying data-collection opportunities setting goals for regular data collection, and making decisions based on the data. On the other hand, the hotel needs to improve its orientation or onboarding program by clearly communicating with the new joiners about the company’s culture, setting realistic expectations, and encouraging them by matching them with an approachable orientation partner. The hotel can accomplish this target within 4 months. 
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It can be concluded that leadership skills are important to manage staff in the “Food and Beverage Industry”. From my experience as “Food and Beverage Service Manager”, I realised that I need improvement in my leadership skills by focusing on building self-awareness, and emotional intelligence to improve my communication. Moreover, I need to develop data-gathering skills to improve my leadership skills. I also acknowledged that the hotel needs to improve its orientation and onboarding programs to improve the overall performance of staff who operate in the hotel’s department, “Brasserie Blanc”. 
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