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[bookmark: _Toc165562119]Introduction 
The shadowing experience at Hilton Croydon, which provided me with invaluable insights into customer service requirements and work-based skills, was a significant learning opportunity. This experience sparked a reflective search, underscoring the importance of personal and professional development as the driving forces of growth in the hospitality industry.
Hilton Croydon has an extensive food and beverage department. Its breakfast side operates from 7 a.m. to 10 a.m. and offers a wide range of breakfasts, such as omelettes, eggs, cereal bars, cheese plates, vegetables, coffee, juices, and teas. The bar side operates from 12 to 10 p.m. and offers a lunch and dinner menu and all sorts of drinks.


[bookmark: _Toc165562120]Section 1: Reflection on Experience and Personal Development 
Description: It was very educational to do shadowing practice in the F&B department of Hilton Croydon, and this has enabled me to gain knowledge of the RIAS (Required Industry Assessment Standards), appropriate workplace skills, and technical expertise. With the aid of Gibbs' Reflective Model, I explore the situation, emphasising the influence of the matters on personal and professional growth and trying to fix the organisational problem (Adeani et al., 2020). 
Feelings: Initially, a mix of enthusiasm and nervousness filled my mind as I embarked on the shadowing opportunity. The prospect of assuming a leadership role was both fascinating and intimidating (Hamada, 2019). However, as I grew more familiar with the responsibilities, my initial nervousness transformed into a sense of accomplishment, boosting my confidence and making me less apprehensive.
Evaluation: The experience manifested how necessary workplace skills and technical knowledge were in complying with guest service standards. I have realised that the manager's involvement, which ranges from organising staff to guaranteeing the efficiency of the operation, shows the complexity of the food and beverage department (Ushakov et al., 2020). From then on, I understood well and experienced the significance of good communication, the right way to work as a team, and the importance of task management in achieving the objective of guest satisfaction (Fry et al., 2019). 
Analysis: My personal and professional advancement significantly contributed to what I learnt in this experience. From my previous placements and academic achievements, I could distinguish between a theory's abstractness and the knowledge's practical application (Otache and Edopkolor, 2022). Additionally, interactions with people in teams and guests gave me real lessons that improved my interpersonal skills and proved that client-centred approaches are critical (Bourgault and Goforth, 2021).
Conclusion: One aspect of my first job at Hilton Croydon highlights the role shadowing can play in learning. Working alongside the Hospitality Manager taught me the service standards and critical skills required to run a hotel. I view the interdependent relationship between my personal growth, employment, and company dynamics. 
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The central part of customer service is the knowledge and skills obtained from work-based and technical education. The expert execution of operational quality and personal touch is fundamental to delivering an outstanding guest experience. In my shadowing process, I discovered all the vital soft skills and technical knowledge categories that directly affected guest service standards (Hamada, 2019). First, the technicalities of service operations and procedures contribute to the efficiency of tasks by minimising mistakes and optimising the use of time. Another example is the knowledge of the service sequence and competence in POS systems that enable staff to give orders on time and correctly, thus providing a good experience for the diners. Next, communication is essential for establishing good relationships with guests and co-workers (Fry et al., 2019). One advantage of this is that it not only helps to ensure the accuracy of orders but also creates an inviting atmosphere that leads to customer satisfaction (Salem, 2021). I also had the opportunity to learn by watching the senior staff members. Some of the skills I acquired involved the art of active listening and adjusting my communication style according to the guests' preferences.
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Throughout my experience shadowing in the food and beverage department at Hilton Croydon, one notable organisational issue emerged: disarrayed implementation of standard operation procedures (SOPs). This problem affected us so much that we could not have achieved our organisational objectives (Chang et al., 2020). The discrepancy in SOP adherence affected the service excellence delivered during different shifts and by the other service staff. For instance, deviations from the guidebook instructions for the table arrangement or etiquette during service became the reasons for the guests' complaints and worsened the quality of service. Besides, non-compliance with hygiene guidelines by the visitors posed threats to the guest's safety and spoiled the hotel’s image.
In addition, this challenge hurts the effectiveness of work and affects the state of employees' moods. Such small tasks were disorganised, slowing the work and displeasing the staff members. However, the training efforts were also hindered by the absence of standardised procedures, a situation where the new employees found it hard to get with the irregular practices. To address this challenge, Hilton Croydon could introduce a detailed training course focusing on SOPs, highlighting their crucial role in providing uniform quality service (Mohd et al., 2020). Applying different theories will help a company, such as the Service Profit Chain model, which outlines the Service Profit Chain which links employee satisfaction, customer loyalty, and profitability (Briggs et al., 2020). The hotel can, therefore, stress the crucial role of SOPs (Standard Operating Procedures) in improving guests' experience and generating financial performance.
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I intend to leverage the knowledge and experience gained in the Hilton Croydon food and beverage outlet to create a work plan that will help to sharpen my work-based skills and technical expertise, build effective communication and teamwork, task management, and personal skills and improve on the guest services sector (Chang et al., 2020). 
Training and Development Initiatives: Work with departmental managers to deploy classroom-tailored training in the first and second years, emphasising acquiring technical knowledge, including menu mastery and POS system interface (Mohd et al., 2020).
Communication Enhancement: Make sure that a communication workshop is an essential part of the training to upgrade interpersonal skills and clarify verbal and nonverbal communication in the third year (Fry et al., 2019). Underline the role of active listening in writing and the importance of adapting communication styles to the person you are communicating with to be successful.
Teamwork Cultivation: Organize team-building activities and collaborative exercises that increase communication and strengthen teamwork among coworkers in the fourth and fifth years to build a culture of mutual support and accountability (Bourgault and Goforth, 2021). Create open communication channels and celebrate team successes to engender a collaborative workplace environment.
Given my personal and professional objectives, this five-year strategic plan intends to build a culture of excellence and continuing improvement in the Food and Beverages Department. By cultivating skill development, promoting effective communication and teamwork, and providing superior guest satisfaction, I plan to help the department achieve its objectives and prepare myself to pursue better opportunities in the hospitality industry.
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The learning log reflects the experiential journey of following a supervisory position in the food and beverage department of Hilton Croydon. It emphasises the profound factor of job-based skills, technological knowledge, and high guest service standards towards optimal business operations. The process of self-knowledge and reflection reveals that personal and professional development is crucial for successful job-seeking in hospitality. This reflective exercise underscores the role of lifelong learning and developmental self-assessment as a foundation for quality guest experiences and professional growth in the future.
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