Reflective practice is an essential tool for personal and professional development, enabling individuals to analyse experiences and learn from them (Lyons, 1999). For this reflective essay, I have chosen Gibbs’ Reflective Cycle (1988) as the framework for structuring my reflection. Gibbs’ model consists of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This reflection will focus on my shadowing experience in a supervisory role within the Food and Beverage (F&B) department, showcasing the practical skills, technical knowledge, and challenges I faced while working at a hotel in London during my placement.
During my placement at the DoubleTree Hilton Hotel Chelsea, I shadowed the head chef in the hotel restaurant, observing and assisting with daily operations. My key responsibilities included monitoring service quality, assisting with food and meal preparation, managing guest complaints, and satisfaction and understanding the key components of smooth kitchen operations such as time management, communication and advanced preparation. Initially, I felt overwhelmed by the fast-paced environment and the level of responsibility required in a supervisory role of this nature, having not been used to supervising this type of environment, especially during breakfast and lunchtimes. However, as I gained more experience and observed the supervisor’s approach, I became more confident in overcoming my feelings and developing my ability to ensure smooth operations. Over time, I found particular satisfaction in successfully managing guest interactions and assisting with operational challenges. Furthermore, as I grew in my role, I also became more aware of my ability to self-reflect and recognize areas for improvement. I started to notice where I could be more efficient, where I might need more practice, and where I could improve in terms of communication or problem-solving. I also became more aware of the impact of my actions on the team. For instance, I realized how important it was to keep a positive attitude, even when faced with challenges, because it helped set the tone for others. This understanding made me feel more accountable, not just for my work but for the atmosphere I contributed to in the workplace. The experience reinforced my enthusiasm for the hospitality industry and my aspiration to develop leadership skills. Some of the key skills I was able to especially develop within this position were teamwork, task management and problem-solving skills. Due to the action/goal-oriented focus of the food and beverage departments, team collaboration was central to the role. The supervisor demonstrated how to coordinate with chefs, waitstaff, and front desk personnel to ensure seamless service. Therefore, I learned the significance of adaptability and supporting colleagues during high-pressure situations, such as large group bookings and peak dining hours. Task management was crucial as a food and beverage supervisor. During peak hours, I handled guest requests, coordinated with the kitchen for timely food preparation, and managed last-minute changes like reservations or dietary needs. Balancing guest interactions, staff supervision, and administrative duties required multitasking. This role helped me prioritize tasks effectively focusing on urgent issues like delayed orders while delegating routine duties such as stock checks. Working under pressure pushed me to become more efficient and proactive. Additionally, confidence and problem-solving were essential traits of the role. Initially, I felt hesitant in addressing guest concerns, but over time, observing the supervisor’s composed approach helped me develop confidence in resolving service issues professionally. 
However, the placement also came with its fair share of challenges. One of the most difficult aspects was handling guest complaints, which required patience, active listening, and quick thinking to resolve issues efficiently while maintaining the hotel’s reputation for quality service. Furthermore, a major challenge I faced during my placement was dealing with staff shortages within the hotel restaurant, which had a noticeable impact on both service efficiency and guest satisfaction. With high turnover rates in the hotel, maintaining consistent service quality became difficult, especially during busy periods. I experienced this first-hand during many shifts when staff levels were particularly low. As suggested by Ashton (2018), staff shortages are a persistent and pressing issue in the hospitality industry, impacting the quality of service, operational efficiency, and employee satisfaction. The consequences of staff shortages in hospitality operations are far-reaching. In high-demand periods, such as during breakfast and lunch hours, understaffing can result in service inefficiencies, delayed guest requests, and increased stress among remaining staff members (Liu-Lastres et al., 2023). As I witnessed at the DoubleTree Hilton, these shortages led to difficulties in maintaining service standards, affecting both guest satisfaction and employee morale. O'Neill and Mattila (2004) argue that consistent high-quality service is essential for maintaining customer loyalty in a competitive market.. Moreover, staff shortages contribute to higher stress levels and burnout among employees, and Bhatnagar (2007) suggests that this exacerbates the problem of high turnover rates in the hospitality industry. This creates a cycle where understaffing leads to lower employee engagement, which in turn increases turnover, further exacerbating the staffing challenges (Dauda, 2024). When assessing the reasons behind this, Kusluvan (2003) argues that several factors contribute to staff shortages in the hospitality industry, such as ineffective workforce planning, which can lead to staffing gaps during peak demand periods. As evidenced by my experience at the DoubleTree Hilton, the hotel struggled to predict and manage staffing levels in accordance with changing guest demand. The inability to plan effectively for busy periods led to ineffective solutions, such as asking staff to fill in for missing team members, which negatively impacted the pace of operations. Another significant contributor is employee disengagement. As highlighted by Bhatnagar (2007), employees who feel undervalued and unsupported are more likely to leave their positions, leading to higher turnover rates. In the case of the DoubleTree Hilton, staff shortages were compounded by a lack of career development opportunities and insufficient employee recognition, both of which are critical factors in enhancing employee satisfaction and retention. Furthermore, the high-stress nature of hospitality work, especially in food and beverage departments, contributed to burnout, furthering turnover rates. While staff shortages are common across the sector, the situation at the DoubleTree Hilton highlighted the need for more effective workforce management strategies. Therefore, to improve workforce management, I believe that the use of staff scheduling software is essential. The use of scheduling tools may help the hotel understand demand and plan staffing levels more effectively. As Brown et al. (2015) suggest, technology-driven scheduling solutions can optimise shift patterns, ensuring that hotels are better prepared for peak demand periods. The implementation of such tools at the DoubleTree Hilton could allow for more efficient staffing, reducing the risk of understaffing during critical times. Finally, promoting a positive team culture is essential for mitigating the effects of staff shortages. Team-building activities and stress management training can help employees collaborate more effectively and support one another during high-pressure periods. Tuckman’s (1965) stages of group development highlight the importance of effective teamwork in achieving organisational success.



Through my experience at the DoubleTree Hilton Hotel, I gained a better understanding of task management, learning how to balance guest requests and staff responsibilities during busy times. This experience helped me improve my personal skills, especially in time management and staying calm under pressure. I also had the opportunity to analyse the staffing challenges, which helped me learn how to approach problem-solving and strategic management. I observed how the supervisor handled issues like staff shortages and guest complaints and saw the value in planning ahead and being flexible in solving problems. Looking forward, I plan to use what I’ve learned in my career to keep improving my leadership skills and operational knowledge. I want to focus on solving problems and managing teams in a way that helps both staff and guests succeed. With these insights, I feel confident that I can take on leadership roles in the future.
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