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Introduction
My time spent shadowing a duty manager for the food and beverage department at Maldron Hotel Newcastle was truly rewarding. As I look back on this experience, I was lucky to witness the intricacies and the vital role of hotel administration. From ensuring guests do not have to prolong their wait times to ensuring every query is responded to immediately, the food and beverage department is the backbone into delivering a proper first impression. In other words, they set the tone for the guests stay. 
To reflect on this experience, I will employ the use of Gibbs Reflective Cycle as it comprehensively covers all domains required for a proper reflection. Starting with the description, I will work my way down to encompassing all the steps which includes my feelings, evaluation, analysis, conclusion and lastly an action plan. 
Section 1: Reflection on Experience and Personal Development
During my time spent in Maldron Hotel Newcastle, I shadowed the duty manager at food and beverage department carry out their tasks and day-to-day responsibilities. Throughout the day, I was able to experience what tasks were involved within the administrative role. These included handling various issues, dealing with customer’s queries, and delegating tasks among the department. This shadowing helped me visually witness how swiftly the duty manager was able to handle queries/complaints and maintain an overall smooth environment. 
Initially, my emotions were a flurry of enthusiasm, anxiety, and an eagerness to learn. This was a supervisory role so the bar was already set pretty high. The decision-making had to be concise and prompt as guests could pile up at any time and we definitely do not want to keep them waiting (Nalley et al 2020). This responsibility really started to weigh in on my shoulders but that’s where my eagerness to learn really popped out. I started noticing every little detail and wanted to digest every bit of information possible. Every option you choose has a direct implication on the overall satisfaction of guests as well as the morale of the staff. Moreover, it helps to be adaptable in such demanding situations and it extends far beyond its theoretical meaning (Sattar et al 2017). To practically apply these skills is something I learnt through this placement.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Shadowing my duty manager provided a different perspective to what I usually witnessed. I was able to see what happened behind closed doors and how effortlessly they were able to apply theoretical knowledge into real life scenarios. The manager’s ability to remain calm and composed under demanding situations was particularly impressive. As highlighted by (Lambert et al 2019), a positive attitude goes a long way into increasing employee morale and guest satisfaction. Other than being adaptable, skills such as communication and problem-solving were present throughout every interaction. The focus on staff training was also commendable. The supervisor, despite handling every query also managed to actively engage in the training of new employees and guided them every step of the way. This also motivated the staff and success in every step of the way was inevitable (Mhlanga et al 2018).
As I reflect back on this experience, I realize just how important communication really is into delivering a seamless experience. In a research by (Ljajić et al 2021) internal communication needs to be focused upon to ensure continuity in operations. The whole environment is dynamic and requires someone who can be adaptable in different situations whilst maintaining composure. Moreover, problem-solving skills are essential into maintaining continuity in operations and maximizing the experience for the guest. The supervisor had not only mastered these skills but also managed to keep the morale of the employees high and keep them motivated. 
Section 3: Reflection on Organizational Issues
While there were a lot of positives to be taken from this experience, there were certainly some shortcomings too and areas where the management lacked. The guest check-in process was manually updated and this led to a significant wait time for the guests. There were times when the supervisor had to take over the check-in procedures due to outdated logs and lack of proper information. Due to the supervisor being engaged in a task, it led to backtracking in all the other domains needed to be focused upon. For customer satisfaction to be maximized, this system is the backbone to ensure that. 
To combat this, the hotel can introduce a more automated system that does not disrupt organizational flow (Shin et al 2019). Such a system would also allow for the staff to access real-time and correct information leading to a decrease in the wait times for the guests. Moreover, if the hotel were to stick with a manually updated system, technical training could be provided to the staff to make them familiar with the system and how to work their way around any errors. This in turn would free up the supervisor as they would not have to constantly pick up where others have left off and focus on the other tasks at hand. 
Section 4: Future Action Plan
Having gone through previous placements, one can only learn by practically implementing the knowledge gained. Furthermore, I plan to:
1. Identify the skills which I lacked and are necessary for such a position. I plan to actively work on them and journal my improvements.
2. Practice clear and concise communication with peers in the same industry. Re-creating scenarios I encountered will only help me improve on the responses in the long-term.
3. Learn to find a foothold between prompt service without compromising on quality. This ‘middle-ground’ will help ensure customer satisfaction.
4. Expose myself to different tools and software’s being used at food and beverage department in order to warm myself up and gain familiarity. 
Conclusion
[bookmark: _GoBack]This shadowing reinforced everything that I had been thought before my placement. The theoretical knowledge had translated into a practical experience and the secrets to a successful interaction with every guest had been revealed. Effective communication, adaptable to different scenarios and addressing issues as they come really put forward a memorable experience for the guest (Padma et al 2020). The main priority of the employee is to deliver on guest satisfaction as they are the first department any guest will encounter as soon as they walk in. It’s the employees of the department that sets the benchmark for the rest of the team within the hotel (Davras et al 2019), and if the guest has had a positive experience right at the beginning, chances are this will be replicated throughout their stay. 
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