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Reflective Learning Log
Using Gibbs’ Reflective Cycle to Reflect on Placement Experience in the Food and Beverage Department at Mercure Birmingham West Hotel

Introduction
A key component of providing excellent guest experiences at the Mercure Birmingham West Hotel is the Food and Beverage (F&B) division. In addition to breakfast, lunch, and dinner, the restaurant offers à la carte and buffet options. In this section, I had practical experience as a student on placement, concentrating on duties like setting tables, serving food, and keeping the area tidy. In addition, I was in charge of administering the buffet and keeping an eye on breakfast payments.

My placement objectives included:
· Developing collaboration and communication skills by assisting staff in serving customers was one of my placement goals.
· Learning how to handle complaints and manage breakfasts are examples of operational procedures.
· Gaining experience fixing problems in guest service scenarios in real time.
Getting technical know-how about upholding service standards in a hectic setting.
With an emphasis on both professional and personal development in the F&B industry, this reflection analyses my experiences and insights using Gibbs' Reflective Cycle (1988).

Section 1: Reflection on Experience and Personal Development
Description (What happened?)
In the F&B department, my responsibilities ranged from setting up tables and serving meals to helping to keep the buffet area clean and in good condition. One of these situations was when a customer became dissatisfied over their delayed and incorrect food. Then they asked to talk to a manager. I quickly alerted Julia, the manager, who quickly brought the correct food to the customer, apologised, and made things right.
I made sure that everyone paid, restocked the buffet, and crossed off the names of those who attended breakfast each morning. I learnt the value of efficiency and attention to detail from these activities.

Feelings (What were your feelings?)
The fast-paced atmosphere first made me feel overwhelmed particularly during breakfast service when several jobs required attention. But as I gained experience, I became more confident in my ability to handle these responsibilities. 
I was nervous about the food complaint incident since I didn't know how the guest would respond. But witnessing Julia handle the matter calmly and professionally gave me comfort and increased my confidence that I could deal with similar circumstances in the future.
Overall, when I improved my ability to balance activities and contribute to guest happiness, I felt like I had accomplished something.

Evaluation (What was good and bad?)
The encounter had a number of advantages:

• Skill Development: Through interacting with guests and coworkers, I enhanced my communication abilities and discovered the value of teamwork.
• Problem-Solving: I learnt a lot about guest service by watching Julia resolve problems in an efficient manner.
• Task Management: I had hands-on experience overseeing a variety of duties, such making sure the buffet was adequately stocked and attending to guests' demands.


But there were difficulties:
• Pressure: I had to maintain my calm and focused attitude in the high-pressure setting, particularly during breakfast.
• Uncertain Expectations: At first, I had trouble understanding certain processes, such tracking payments, and needed assistance from coworkers.

Analysis (What can you learn?)
This placement made clear how crucial flexibility, clear communication, and teamwork are to providing outstanding service to customers. I learnt from the food complaint incident how important it is to listen intently and solve problems quickly in order to keep guests happy.
I also discovered that technical expertise is essential for smooth operations, such as knowing how to replenish buffets and use payment systems. These encounters highlighted the value of both hard and soft skills in the food and beverage department.


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills
In the food and beverage sector, work-based abilities like teamwork, communication, and time management are crucial:

• Communication: Effective communication with guests and coworkers guarantees seamless delivery of services. For instance, welcoming guests to breakfast and directing them to the buffet enhanced their experience.
• Time management: Setting priorities and working efficiently were necessary to handle several jobs during breakfast service.
• Teamwork: Restocking the buffet and wiping down the tables together with coworkers guaranteed timely service. 

Importance of Technical Knowledge
Technical expertise is also essential for tracking breakfast payments and controlling food inventories. I gained a better understanding of the department's operations during my time there by monitoring the buffet area and keeping an eye on breakfast guest payments.
Complaint Resolution: I learnt from watching Julia handle the food complaint that knowing standard operating procedures is essential to successfully resolving problems.
Meeting guest service requirements and preserving the hotel's good name depend on the integration of technical knowledge and work-based abilities.

Section 3: Reflection on Organisational Issues
Description of the Situation
· The most significant organisational issue I encountered involved the food complaint incident. The guest became frustrated and filed a complaint as a result of the delay and wrong order. This problem brought to light certain weaknesses in the coordination and communication between the kitchen and the service staff.
Effect on Reputation and Operations
· If left unattended, these complaints could harm the hotel's reputation and result in bad reviews. 
· The delay in meal preparation interrupted the guest's dining experience and added stress to the F&B staff and lead to poor reviews.
Suggested Remedies
I suggest the following fixes to avoid such problems:

1. Better Coordination: To guarantee that orders are correct and delivered on time, the kitchen and service personnel should communicate more effectively.
2. Pre-Service Briefings: Holding daily meetings to go over possible obstacles and get everyone on the same page regarding service standards.
3. Training Programs: Giving employees instruction in customer service and dispute resolution so they may properly manage complaints.
Herzberg's Two-Factor Theory, which highlights the significance of addressing "hygiene factors," such effective service, to prevent unhappiness, is in line with all of these concepts. 
My placement in the F&B department provided valuable insights into the importance of work-based skills, technical knowledge, and problem-solving in delivering high-quality guest service. I discovered how important effective operations, clear communication, and teamwork are to controlling the expectations of guests. The situation with the food complaint highlighted the importance of flexibility and composure under duress.



Action Plan for the Future
I intend to do the following to further develop my abilities: 
· Enhance Time Management: Work on prioritisation strategies to manage several projects at once during busy periods.
· Improve Communication Skills: Practicing role-playing techniques to get ready for encounters with and complaints from guests.
· Seek Additional Training: To successfully manage guest concerns, attend programs on dispute resolution and customer service.
These strategies will help me provide outstanding service and get me ready for every challenge the hospitality business may present in the future.

My placement at the Mercure Birmingham West Hotel's Food and Beverage division was a priceless educational opportunity. I now have a better grasp of the technical and practical aspects of hospitality operations because to it. I gained valuable skills from the placement, including problem-solving, communication, and teamwork—all of which are critical for maintaining guest happiness and satisfaction throughout their stay. In a fast-paced setting, the incident with the delayed and inaccurate food order brought to light the value of flexibility and proactive problem-solving. I also discovered that kitchen and service staff may greatly increase operating efficiency through efficient collaboration and clear communication.

In the future, I want to improve my time management abilities by learning how to prioritise tasks and investigating strategies for efficiently handling busy service hours. By participating in role-playing exercises and workshops, I also hope to strengthen my communication and conflict-resolution skills. By taking these actions, I will ensure that I can continuously provide outstanding guest service and get ready for any issues that may arise in the F&B department.
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