Introduction

The Royal Grosvenor Hotel is a beautiful hotel situated on the seaside of Weston Super Mare, famous for the warm people, its hospitality, the beautiful views and great customer service. The Food and Beverage department focuses in delivering high standard service. In this department, shadowing a supervisory role provided insight into both managerial responsibilities and the technical aspects that ensure a seamless guest experience. The placement has helped me get an insight into the management roles with their responsibilities and challenges, a good set of skills to use in my future career, such as communication, teamwork, task management, leadership with a focus on the hospitality sector and critical awareness.

Section 1: Reflection on Experience and Personal Development

The Gibbs Reflective Cycle is a structured framework for reflecting on experiences, created by Graham Gibbs in 1988. It guides individuals through six stages: Description, where the experience is outlined; Feelings, focusing on emotional responses; Evaluation, assessing what went well or poorly; Analysis, exploring the reasons behind these outcomes; Conclusion, drawing lessons from the experience; and Action Plan, outlining steps for future improvement. This model encourages in-depth, cyclical reflection, making it ideal for continuous learning and professional development (Gibbs, 1988).

Description
My role of shadowing a supervisor at The Royal Grosvenor showed me a number of responsibilities such as overseeing guest interactions and delegating tasks for employees. Some of the observed skills in the supervisor role included decision taking in a quick manner, communicating effectively, attention to detail and meeting guest’s expectations consistently. One of the examples I observed was when setting the dining areas, the supervisor ensured that everyone has their tasks to do based on the previous experience with the employees and knowing their strengths and weakness and ensuring that each offers the best service possible.  

Feelings

The feelings that I had included excitement and uncertainty about the entire experience, and the responsibilities to have in a supervision position. Although I already have experience in the hospitality area, management involves more accountability and responsibility. As I started to accommodate with the role, I noticed that I really enjoy it, it energizes me, and I love to see the positive outcome of effective teamwork and communication for the guest experience (Hayes, 2022). As soon as I started to understand the importance of good communication and task assessment, I became more confident about the quick decision-making process. 

Evaluation

The evaluation of the experience was strongly related to communication and task assigning in management for the operations in the food and beverages area. One of the key learning moments for myself was seeing how the supervisor addresses client’s complaints using active listening, being empathetic, skills that where extremely helpful to deescalate the situation. In my opinion, the interpersonal skills are some of the most important in order to offer high service and keep up the standards (Mullins, 2016). One of the challenges that I identified included making multiple tasks at the same time, and I noticed that it is very important to develop time management while working in the hospitality industry, especially in a management position.  

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Importance of Work-Based Skills and Technical Knowledge

In order to achieve high standards in the hospitality industry, a mix of work skills and technical knowledge is needed to obtain effective supervision (Baum, 2020). One important skill is the communication skill, which in highly important in providing clarity and efficiency, which impact the customer experience and satisfaction (Lashley & Morrison, 2018). In my own experience I have learned that clear communication with the team improves the services delivery, the response time of the requests we receive and creates a better work environment for the employees. 


Technical Knowledge in Practice

One example of technical knowledge in the work environment involves the handling of protocols while offering service, such as the health and safety protocols. The manager I shadowed has proven to me how important it is to adhere to the safety and hygiene standards, how strict the process is and the challenges that can appear especially during the peak hours. These processes were proven highly important for operational efficiency, and for complaining to the health regulations (Ottenbacher et al., 2019). The entire process has taught me the practical application of safety protocols and their role in sustaining service quality and customer trust. Using the Tuckman’s theory and the stages of group development, which are forming, storming, norming, performing, the team was able to go through all these stages and reach out the performing stage only due to the highly skilled manager, the clear direction and the constructive feedback received by the team frequently (Tuckman, 1965). This supported the theory that strong leadership can streamline team dynamics, particularly in high-demand environments.


Section 3: Reflection on Organisational Issues

Description of Issue

While doing my placement, the biggest issue I identified in the department of food and beverages was a shortage in staffing that affected the speed of service and the morale of the entire team due to the increase in the workload and stress. This shortage also led sometimes to dissatisfaction of the guest for the service provided, which proved that the lack of resources is the biggest challenge in maintaining high quality service. 

Evaluation and Impact

As an overall evaluation this shortage had a big impact, disrupted the service quality, affected the employee’s ability to work cohesively, increased the level of stress for the employees and decreased the satisfaction of the customer. Some of the effects for employees included miscommunication, task overlap, a reduced efficiency, and burnt-out staff. This issue is also seen in the entire industry, which brings challenges in retention of the employees, satisfaction and proves that supporting the employees and creating organisational procedures are the solution to avoid this kind of disruptions (Baum, 2020).

Proposed Solutions

In my opinion, one of the proposed solutions is a cross training programme which will allow employees to learn different task from multiple roles in the workplace, which will enhance flexibility and reduce disruptions (Baum, 2020). According to Herzberg’s Motivation-Hygiene Theory, this aligns with the ideas proposed in the theory that increasing the job variety can improve satisfaction. Also, implementing a feedback system among staff can help the management team to understand and solve faster the issues that may arise, this way creating a supportive environment and improve retention of the employees (Herzberg, 1966)


Conclusion and Action Plan

Summary of Key Insights

My placement at the Royal Grosvenor Hotel has provided great insights into the importance and balance needed for the work-based skills and technical knowledge for providing high guest standards in the hospitality industry. By following the steps of my supervisor, I understood the importance of skills such as communication, teamwork, and task management, in provided a great guest experience and keeping efficient operations. While looking at the issues that can arise in the workplace, adaptability and proactive management strategies are very important in this industry. 

Future Professional Practice

In order to prepare for my future roles, I will create a development plan to improve skills such as leadership, multitasking and communication. The plan will include seeking further experiences in the role and attending different hospitality workshops. Another thing that could help me in my career is developing an understanding of the human resource management to be able to solve challenges more effectively. All these steps will help me develop my skills and grow, in order to deliver high service standards and manage a team in my chosen field. 
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