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Introduction: 
The purpose of this journal is to reflect on my experience, during my 10-week placement at the Holiday Inn Sunderland. I had the opportunity to shadow a supervisory role within the food and beverage department and how this opportunity allowed me to gain valuable insights into the dynamics of leadership and the operational challenges faced in this fast-paced environment. F&B services can be any situation within hospitality or a broader business where individuals are provided with food and drinks (Glion,2023). My primary focus was to gain hands-on experience, observing and engaging in key operations such as guest service, staff management, and task coordination. I applied theoretical knowledge from my academic studies and developed essential work-based skills, including communication, teamwork, and time management, to meet high guest service standards. 
One effective self-reflective model that I will use for this reflective log is the Gibbs’ Reflective Cycle, a theoretical model devised by Professor Graham Gibbs in 1988 that provides a systematic framework for experience learning via a six-stage reflective process (McLeod,2024). Theses stages include description, feelings, assessment, analysis, conclusion, and action plan (The University of Edinburgh,2025). The reflection will focus on my development in key areas such as communication, teamwork, and task management, with a particular emphasis on how my placement at the hotel has enhanced my professional skills and technical knowledge. Additionally, I will reflect on organisational issues encountered whilst on placement and suggest potential solutions based on my observations and relevant theories. F&B’s managerial role is to create dining experiences that last long after the meal is over. Reinventing excellent guest services by bringing together inventive teams, delicious food, and welcoming environments (IHG,2025).

Jobs included on placement:
· Clearing / resetting tables during breakfast
· Greeting, taking / marking down room numbers for breakfast
· Serving guests at the bar / coffees
· Working the till
· Ensuring guest satisfaction 
· Resolving guests’ issues
· Floor / fire walk
· Communication with the team / guests (Patterson-Walton,2025).

Reflection Using Gibbs’ Reflective Cycle
Description:
During placement, I was involved in various aspects of the F&B department. Including front of house operations, customer service, and staff coordination. A significant part of my role was shadowing the F&B supervisors as they managed daily operations, from ensuring smooth service in the restaurant area, clearing tables, replenishing the buffet during breakfast and ensuring guests needs were met, hoovering, mopping managing the bar and overseeing events held in the hotel. After breakfast was cleared the team would go on a floor walk picking up any dishes or glasses that are on the corridors.  I observed how supervisors communicated with both guests and team members, ensured proper food quality, and dealt with any guest complaints. Additionally, I participated in regular team briefings where tasks were delegated, and operational challenges were discussed. The team went on daily fire walks throughout the building observing if there may be any fire or risk hazards, reporting any issues. Excellent customer service goes beyond a basic transaction; it seeks to establish a connection and leave a positive impression. By providing individualised, warm, and courteous service, hospitality businesses may transform routine trips into unforgettable experiences. This is not only beneficial to guests, but it will also assist the business, meaning returning guests will result in increased revenue (Bronotte,2023).
Feelings:
Initially, I felt a bit anxious and overwhelmed by the responsibilities required.  However, as time passed and observing how the supervisors handled situations calmly and efficiently, I began to feel more confident in my own abilities. I appreciated how the team supported one another. The team were very welcoming and supported me throughout. I learnt to operate the tills and take orders. One of the most enjoyable experiences on this department was the daily interactions with the guest and being able to support and resolve any issues they had. I had become very confident in serving alcohol behind the bar and making and taking coffee orders. I feel given this opportunity it has helped gradually build my skills in communication and leadership. After reflecting on my experience, I feel more prepared for similar responsibilities in the future. 
Evaluation:
Clear communication and teamwork are massively important within F&B settings. For example, during a busy breakfast service a guest requested hard boiled egg, however that was miscommunicated between the kitchen staff and the F&B staff which led to a delay in the food order, this could have impacted the guest satisfaction. However, the supervisor quickly addressed the issue clearly relaying the correct order and coordinating with the chef to speed up service. This experience emphasised the need for a structured communication system to prevent errors and maintain efficiency. The team worked well together to resolve the issue quickly, the supervisor remained calm and handled the situation well. To effectively manage a team, one must possess many crucial characteristics and talents. Without them, it is difficult to mobilise your personnel to strive towards common goals and perform at their best (Stobierski,2020).
Analysis: 
Effective communication and task delegation in maintaining high service standards in the F&B department is a critical role. Clear communication is essential in delivering quality service, fostering trust and motivating the team (Carr,2025). The situation where the miscommunication between the chef and staff occurred demonstrated how important it is for staff to relay information accurately to avoid delays and guest dissatisfaction. Additionally, the team’s ability to collaborate and problem-solve under pressure reflected the importance of teamwork in creating positive guest experience. 

Critical Analysis of Work-Based Skills and Technical Knowledge
During placement, I gained insight into practical skills and technical knowledge required to succeed in F&B. The most critical skills I observed and developed included:
· Communication: The most important skill I developed was the ability to communicate clearly and effectively with both colleagues and guests. Effective communication helped ensure guests needs were met and the team worked together.
· Teamwork: Working closely with the team taught me the value of teamwork in a fast-paced environment. On several occasions, the team worked together to resolve issues, such as on match day there were four staff members who worked effectively together, the supervisor was on tills whilst one staff sorted alcoholic drinks the other on coffees, and the fourth managing tables. 
· Task Management: I learned the importance of effective task management, especially during peak hours. Supervisors were skilled at prioritising tasks, ensuring food orders were served on time and any guest complaints were addressed swiftly. 
· Guest service: A crucial insight from placement was the significance of tailoring service to match guest expectations. E.g. I saw how managers instructed employees to anticipate guests needs, such as making menu recommendations based on guest preferences. Personalised approaches are vital for providing exceptional guest experiences.
Reflection on Organisational Issues:
I encountered an issue with the hotel’s staffing during an event and a busy breakfast. There were only 2 staff members on shift, which meant there were not enough members available to cater to demand. As a result, service slowed down, and guests had to wait longer for food, drinks and service. Staff shortage negatively affect hotels in many ways (Revenue hub, 2025).
This issue negatively impacted guests experience, leading to dissatisfaction and negative reviews. This also created stress for the team, as they struggled to meet the demands of the guests. 
To address this issue, I suggest the following solutions:
· Develop a more comprehensive approach for projecting personnel requirements based on event bookings and estimated guest numbers. This could involve altering worker levels at busy times or huge events (Indeed,2024).
· Train staff in several sections of the F&B department to provide for greater flexibility in transferring responsibilities (Fredrik,2024).
· Create a proactive communication strategy for guests, advising them of anticipated delays during peak times and giving compensatory measures such as discounts or complimentary things (Richard,2023).

Conclusion: 
To summarise, my placement at the hotel was a fantastic learning opportunity that helped me build important skills in communication, teamwork, job management, and guest service. By reflecting on my experiences utilising Gibbs' Reflective Cycle, I have gained better understanding of the value of these skills and how they contribute to providing excellent service in the F&B department. The obstacles I faced, such as staffing issues, gave me a greater grasp of the operational complexities of the hospitality business and assisted me in developing solutions that I may use in future professional situations. Moving forward, I will continue to concentrate on developing my leadership skills and ability to work successfully under pressure, ensuring that I am well-prepared for success in the hospitality business.
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