

BMIH6002
Managing Food and Beverage Operations


Student number:1914670
Student name: Cristina Luca
Lecture name: Daniel Payne

Contents
INTRODUCTION	3
MAIN BODY	3
Section 1: Reflection on Experience and Personal Development	3
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	4
Section 3: Reflection on Organizational Issues	4
Section 4: Future Action Plan	5
CONCLUSION	6
REFERENCES	7



1. [bookmark: _Toc167862099]INTRODUCTION 
Managing Food and beverage operations includes overseeing all dining services aspects, involving consumer satisfaction, budgeting, quality control, staffing and inventory, ensuring profitable and efficient service delivery. Mariott is a global company of hospitality known for its resorts and hotels (Chen and Voigt, 2020). It was founded in the year 1927 by J. Willard Mariott. This report aims to analyze managing food and beverage operations in context of Mariott hotel. 
1. [bookmark: _Toc167862100]MAIN BODY 
[bookmark: _Toc167862101]Section 1: Reflection on Experience and Personal Development
Gibbs Reflective Cycle: 
Description:
During my placement in the department of food and beverage at Marriott, I had the opportunity to shadow an experienced supervisor. This included ensuring guest satisfaction, managing staff, and observing daily operations. I saw firsthand how the supervisor-maintained service standards, addressed complaints of guests, and coordinated with the kitchen.
Feelings:
I felt a mix of nervousness and excitement. The chance to learn from an experienced professional was thrilling, yet I was worried about the ambitious standards and responsibilities expected at Marriott. As the shadowing period progressed, my starting nervousness gave way to admiration for the skillset of supervisor and an increasing confidence in my capability to manage same difficulties (Tolar, 2023).
Evaluation:
The experience of shadowing was profoundly helpful. It offered insight into the practical application of technical knowledge as well as work-based skills important in maintaining exact standards of guest service. Observing the supervisor’s adept problem-solving and communication skills was particularly highlighted. Conversely, the need for constant vigilance and high-stress environment underscored the challenges of responsibility (Williams, Woolliams and Spiro, 2020).
Analysis:
The experience underscored the importance of various important skills: task management, effective, teamwork and communication. My background of academic provided a theoretical understanding, while old experience of industry gave me practical insights. However, shadowing revealed the skills intricacies in action. For instance, the method of supervisor of resolving complaints of guests illustrated the importance of quick decision-making and empathy. The teamwork observed during the peak hours highlights the importance of seamless support and coordination among staff. Task management was important in maintaining efficiency and service flow.
Conclusion:
Shadowing a supervisor significantly enhanced my understanding of the requirements of the role. To excel, I need to increase my capabilities of multitasking, adaptability, and stress management techniques. Continuous development and learning are crucial in the dynamic industry of hospitality (Pitts, 2021).
Action Plan:
To develop on this experience, I will participate actively in tasks that improve my skills of leadership and engage in more direct opportunities of learning. Attending workshops on conflict resolution as well as communication will increase my personal skills. Utilizing tools of project management will help me better prioritize and organize tasks. Daily seeking feedback and reviewing standards of service will ensure I exceed and meet the expectations of guests.

[bookmark: _Toc167862102]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
I also realized the major importance of technical knowledge and work-based skills in meeting standards of guest service. These skills ensure that guests have a memorable experience as well as operations run smoothly.
Work-based skills like time management, teamwork and effective communication are crucial. For example, I observed how the supervisor communicated with the staff of kitchen to ensure timely service. This coordination maintained the flow of service and prevented delays during peak hours, directly influencing satisfaction of guests.
Technical knowledge in areas such as health and safety regulations, point of scale systems and inventory management is equally important. During shadowing, I saw how the supervisor managed the inventory to utilize efficiently the POS system and prevent shortages to oversee payments and orders. This proficiency in technical ensured accuracy in order and billing fulfillment, contributing to a seamless experience of guest (Ahmed, 2020).
One example stood out when a guest had a particular request for dietary. The knowledge of supervisor of ingredients and menu items enabled them to provide suitable suggestions, demonstrating the importance of both attentive service and technical knowledge.
In short, the combination of technical knowledge and work-based skills is important for upholding ambitious standards of guest service at Marriott. My experience of shadowing highlighted how these elements work hand in hand to develop an efficient and positive service environment, increasing satisfaction of guests (Pingo, Volk and Dianati, 2024).
[bookmark: _Toc167862103]Section 3: Reflection on Organizational Issues
Gibbs Reflective Cycle: Reflecting on Quality Issues in the Food and Beverage Department
Description:
During my placement as a supervisor, I encountered a significant quality issue related to inconsistent presentation of food. This problem was highlighted by complaints from guests and observed during peak times of service.
Feelings:
I felt a mix of determination as well as frustration. While the complaints were also disheartening, they also encouraged me to find solutions and identify the root causes. Witnessing dissatisfaction of guests firsthand was a major reminder of the importance of ambitious standards maintenance (Ezezika and Johnston, 2023).
Evaluation:
The issue of quality negatively affected the guest service, overall operations, and department's performance. Inconsistent presentation led to complaints from guests, which in turn influenced the reputation of the department as well as staff morale. On the positive side, this problem provided an opportunity to improve and address the standards of service.
Analysis:
The major influence was on satisfaction of guest, which is important for positive reviews as well as repeat business. Theories like Deming's Total Quality Management (TQM) emphasize continuous employee involvement and improvement in quality control. The lack of standardized methods for presentation of food was a clear gap in our operations (Mack, 2024).
Conclusion:
Addressing this issue of quality is important to maintain the ambitious standards of Marriott. We require regular training sessions and standardized procedures to ensure consistency. Reflecting on this experience, I understand the employee engagement and continuous quality checks importance in maintaining standards of service (Payan-Carreira and et.al, 2022).
Action Plan:
To resolve this problem, I suggest conducting regular staff training as well as applying detailed guidelines of presentation. Moreover, using the Plan-Do-Check-Act (PDCA) cycle will help in improving quality and continuous monitoring. These practical steps, supported by the principles of TQM, will increase operational efficiency and guest satisfaction.
By addressing the issue of quality actively, we can ensure that our guests consistently get service with the high-quality they expect from the hotel.
[bookmark: _Toc167862104]Section 4: Future Action Plan
Future Action Plan
Based on my experience, I have identified various areas for development and improvement. 
Areas for Improvement:
1. Work-based skills: Enhance stress management and multitasking.
2. Technical knowledge: Deepen understanding of advanced POS systems and management of inventory.
Specific Steps:
1. Communication: Attend the workshops on conflict resolution and effective communication.
2. Teamwork: Take part in encouraging regular feedback sessions and exercises of team building with staff.
3. Task Management: Implement the utilize of tools of project management such as Trello to prioritize and organize the tasks efficiently (Bazbauers, 2022).
4. Personal Skills: Practice stress-reduction and mindfulness techniques to maintain composure during peak times.
5. Guest Services: Update service standards and regularly review based on industry trends and guest feedback.
Alignment with Goals:
This action plan supports my vocational and personal development by developing essential knowledge and skills. Upgrading these areas will contribute to my growth professionally in the industry of hospitality, ensuring I excel in my role of supervisor and deliver exceptional experiences to guests (Matshoba and Johannes, 2024).
1. [bookmark: _Toc167862105]CONCLUSION
From the above report, it can be concluded that managing operations of food and beverage entails staffing, compliance, menu planning, supervising procurement, ensuring an efficient and seamless dining experiences for the consumers. This report also contains the discussion of four major sections which involve reflection on Experience and Personal Development, critical Analysis of Work-Based Skills and Technical Knowledge, reflection on Organizational Issues and lastly the discussion of future Action Plan.
1. 
1. 
 
1. [bookmark: _Toc167862106]REFERENCES
Books and Journals
Ahmed, A.M., 2020. From reluctance to addiction: The impact of reflective journals on Qatari undergraduate students’ learning. Reflective Practice, 21(2), pp.251-270.
Bazbauers, A.R., 2022. Translating climate strategies into action: An analysis of the sustainable, green, and resilient city action plans of the multilateral development banks. Development Policy Review, 40(2), p.e12577.
Chen, X. and Voigt, T., 2020. Implementation of the Manufacturing Execution System in the food and beverage industry. Journal of Food Engineering, 278, p.109932.
Ezezika, O. and Johnston, N., 2023. Development and implementation of a reflective writing assignment for undergraduate students in a large public health biology course. Pedagogy in Health Promotion, 9(2), pp.101-115.
Mack, 2024. Reflection on the impact of the COVID-19 pandemic on a community specialist palliative care nurse team. International Journal of Palliative Nursing, 30(4), pp.170-178.
Matshoba, R. and Johannes, E., 2024. REFLECTING ON THE PARTICIPATORY APPROACH USED DURING EXTERNAL QUALITY ASSURANCE TO IMPROVE STAKEHOLDER PARTICIPATION IN INTERNAL QUALITY ASSURANCE. In INTED2024 Proceedings (pp. 4741-4747). IATED.
Payan-Carreira, R., Silva, R., Simões, M. and Rebelo, H., 2022, August. Business-university collaboration in designing work-based activities fostering clinical reasoning. In International Conference on Technology and Innovation in Learning, Teaching and Education (pp. 342-353). Cham: Springer Nature Switzerland.
Pingo, Z., Volk, H. and Dianati, S., 2024. Co-designing the first online pharmacy course with the technology-enhanced learning accreditation standards (TELAS) as a reflective tool. Pacific Journal of Technology Enhanced Learning, 6(2), pp.1-22.
Pitts, R.T., 2021. Pinpointing where to start: A reflective analysis on the introductory evaluation course. Canadian Journal of Program Evaluation, 35(3), pp.437-449.
Tolar, T., 2023. Value of reflective learning for nursing students: case studies of critical reflection within applied Gibbs’ model of reflection. Journal of Learning Development in Higher Education, (29).
Williams, K., Woolliams, M. and Spiro, J., 2020. Reflective writing. Bloomsbury Publishing.




