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REFLECTIVE ESSAY

I am very proud to be part of the LUX* family. Soon after I joined this company, a golden opportunity was awaiting me. I was informed by my line manager that I had been selected for the Leadership in Hospitality course. I was already looking forward to apply for a management course at the Hotel School of Mauritius and when this opportunity arose I seized it.
By completing the Professional Practice Qualification, I am aiming to identify my weaknesses, analyse training needs and development areas, overcome my weaknesses, develop my personal and professional skills and bridge the gaps between my current skills and the required skills of my current job role as a Food & Beverage Supervisor. As a result, I can be more productive and confident, and perform efficiently and effectively as a successful leader.
I started my career as a trainee waiter in the hotel industry in June 2008 at One & Only Le Saint Geran, a 5 Star Hotel situated on the east coast of Mauritius. At that time I was put on placement by the Hotel School of Mauritius following a course which I had enrolled into, National Trade Certificate in Restaurant & Bar service whereby I had to work 5 days at the hotel for practical training and 1 day at the Hotel School for theory. The course consisted of the basics of Food & Beverage and the duration was 1 year. As soon as I finished my course I was appointed as waiter and I was responsible to deliver seamless service to customers out of which the majority was privileged guests. In June 2009 I was awarded a certificate by the Industrial and Vocational Training Board- Hotel School of Mauritius and I got a Credit as result. This motivated me to deliver the best of myself and I became more confident as I got positive feedback from my peers, superiors and customers. At some instances there were challenges in terms of high occupancy rate or restricted number of team members but these never stopped me from excelling in what I am good at. I started developing my personal, interpersonal and communication skills, and therefore applied the ‘Kaizen concept’ at my workplace –which means there is always opportunity to grow and continuously trying to become better (cited by Masaaki Imai, 1986). As a result I noticed that I could do even better and looked forward to new opportunities in terms of learning and my own career development.
In December 2009, I left One & Only Le Saint Geran Hotel as I wanted to pursue my studies by enrolling for National Certificate in Restaurant & Bar service Level 4, but there was no possibility of getting three (3) hours release thrice a week to attend the course. The National Certificate in Restaurant & Bar service Level 4 consisted of providing silver service to customers in a Food & Beverage environment, developing supervisory skills, basics of cost control, basics of Microsoft Word and Excel.
So in January 2010, I applied for the post of waiter at La Palmeraie Boutique Hotel and during the interview it was agreed between the Restaurant Manager and I to get three (3) hours release thrice a week to attend the course. However, due to the restricted number of staff members I could not enroll for the National Certificate in Restaurant & Bar service Level 4 in 2010.
In June 2011 I enrolled for the course and was promoted as Head Waiter at the same time. I carried out all tasks and responsibilities that were given to me effectively and wherever I had difficulties I seek help from my peers and superiors. In 2016, following a conversation with my former Food & Beverage Manager Mr. Frankie Lufor, I enrolled for a course in Professional Wine & Service at Constance Academy Training Centre which lasted for about 6 months and I was awarded an Attendance Certificate in December 2016. It helped me to gather more knowledge about the vines and culture taking from the vine to the bottle. For me, the most important part was to learn about new techniques to accomplish continuous improvement in the field of Food & Beverage. But at this stage it was also crucial to examine past experiences and techniques. Therefore, I looked for an alternative based on past experiences and found ‘The Experiential Learning Cycle’, which means experience as the source of learning and development (Kolb, D.A. 1984). This method helped me to develop further my existing skills, to differentiate between techniques used previously and new theories approach. I had a very fruitful career as a Head waiter from 2011 to 2017 and I was responsible for the following: ensuring prompt sequence of service, obtain feedback for suggestions for improvement, handle complaints efficiently, and meet dietary requirements and guest preferences. Inform guests about themed nights & events propose additional items and making use of suggestive selling techniques. Supervise team members and implement tasks responsibilities allocations, service planning in accordance to hotel occupancy and table reservation and special dinner bookings. Ensure cleanliness and good functioning of Restaurant furniture, material and equipment in all service stations. Supervise and assist in table setting before each service by consulting the Daily Event sheet, maximize the aesthetic appeal of the Restaurant by use of creative displays and decoration items. Take food and beverage orders and assist the ‘Demi Chef de Rang’ to take orders in assigned section whenever required. Double check tray before serving guest to ensure food and beverages items tally with orders. Forward orders to the Bartender/Cashier for input in Micros Oracle system, present bill to guests for settlement and check at all the times if bills are accurate and signed by guests.
In January 2018, my hard work and perseverance were rewarded and I was promoted as Restaurant Supervisor at La Palmeraie Boutique Hotel. My former Food & Beverage Manager Mr Frankie Lufor had just retired and my Restaurant Manager Mr Med Jewdhun had to act as Food & Beverage Manager for quite some time and during that period I had to assist him in doing the duty roster for 15 team members working in the Restaurant, record attendance on the Vipertex system, it is a system which is used to record all team members’ daily attendance and calculate their total number of hours worked including overtime and calculate their salary at the end of each month. I was also responsible to carry out daily and monthly inventory for the Restaurant’s operating equipment and record it on a spreadsheet which was later approved by my Restaurant Manager. Gradually my Restaurant Manager started to delegate more tasks and responsibilities in terms of daily Food and Beverage Operations and following that I noticed that I have to improve my personal and communication skills in order to solve problems within the Food and Beverage Department and get the team members confidence by adopting the ‘can do it’ attitude. In light of ‘VARK Model’ - Learning Styles of Fleming & Mills (1992) that is visual learning, aural learning, read or write learning and kinesthetic learning, I used to learn from visual and read or write strategies but as the time was passing by, I felt the necessity to learn from other strategies as well. Thus, I improved my learning habits by means of aural and kinesthetic strategies. Following the VARK questionnaire survey result, today I rank in the category of multimodal learning style and have a strong preference for kinesthetic followed by aural  as I learn best from the activities, work related tasks and responsibilities that I am involved in. Also, I usually listen to the advice and instructions of my peers and superiors.
In the context of ‘Learning Styles from Honey and Mumford’ (1982), that is Activist, Reflector, Theorist and Pragmatist, I stand first in the Pragmatist learning category – I want to know how to put into practice what I am learning in the real world. I am very good at looking for new ideas, techniques and take the opportunity to experiment them by applying them at my workplace to see if they work. As a pragmatist, I look for the association between subject matter and a problem or opportunity at work, concentrate on practical issues, choose for techniques with practical advantages that is how can I manage time, how to make a good impression and how to deliver good results, seek coaching and feedback from an experienced person like my Restaurant Manager. 
My next best learning style category is ‘Reflector’ that is learning about observing people and thinking about what is happening. I’m a very thoughtful person and I like to consider all possible options before putting the most effective in practice. This ability helps me to carry out careful research, proper analysis to get to the bottom of things and produce reports methodically. Yet, the tendency of being too cautious sometimes result as to have slow down the mind process to draw conclusions and time consuming to reach a decision.
Thirdly, I fall in the ‘Activist’ learning style category – learning by doing where I learn much as well as while involving with people, by engrossing myself in competitive teamwork tasks and from new experiences, problems and opportunities. Being an activist, I have a lot of attention which allows me to lead discussions, give presentations and conduct meetings. I also possess the ability to face challenges and adapt with changes while being optimistic and flexible. However, this attitude often drives me to take risks and get involved too much in tasks.
Nevertheless, I do get influenced by very few theorists and try to implement their theories, models and concepts where it seems convenient. This demonstrates that I have a moderate preference for theories. I actually have a strong preference for reflector to ponder experiences, observe them from many different perspectives and think thoroughly before reaching to any conclusion.
As a responsible leader every day I face new challenges which are related to my own career development, guests’ satisfaction, team members’ motivation and the well being of the company. I see this part to be very crucial for me because we are engaging in a new brand concept and improving my leadership skills would be very helpful to face new challenges effectively. For me, a leader has to be a role model. Initially it was not so easy for me to lead the food & beverage team, but with time and experience I acquired knowledge and techniques on how to lead a team through my peers and superiors.
However, I have a very strong preference for the combination of activist and pragmatist as it relates to the fact that I am confident about my ideas, very practical in decision making and problem solving. Also, because I tackle problems by brainstorming and thrive on the challenge of new experiences with the philosophy: “There is always a better way and if it works it is good”.
In May 2018, La Palmeraie Boutique Hotel was taken over by LUX* Collective and the closure of the hotel for renovation works was announced in June 2018. This part has played a major role in my career as it is the first time I am doing the opening of a new hotel under a brand concept and I learnt a lot of new ways to improve my communication and professional working skills. All team members from La Palmeraie Boutique Hotel were on training for 4 months. The training consisted of the opening of the new hotel and I must say that LUX* trainers have put a lot of energy and effort into the training and it was a turning point in my career. I got the opportunity to learn a lot of new things that have been very helpful for my own career development as I got more responsibilities related to the opening of the new hotel Salt of Palmar. For example, I was responsible for the receiving of materials and equipment namely flatware, glassware, chinaware and serving ware for the Food and Beverage Department following delivery from suppliers. I assisted the Executive Assistant Manager Food and Beverage and Quality Assurance Executive in reviewing Standard Operating Procedures for the Food and Beverage Department of Salt of Palmar. I conducted role plays and simulations for Breakfast, Lunch and Dinner sequence of service with team members to ensure that the Standard Operating Procedures are respected and they are well versed in terms of product knowledge. However, in the beginning, I encountered some difficulties in understanding the new brand concept of Salt of Palmar but with the help of LUX* trainers, peers and my superiors namely my Restaurant Manager and Executive Assistant Manager I adapted very quickly with the new brand concept.
So far, I have developed my personal skills. With my past experience, know-how, ability and current skills I am able to do my work as a Food and Beverage Supervisor. But in order to manage the Food and Beverage department efficiently and to excel in hotel management I undoubtedly need to be competent. To find out which skills I lack and/or need to improve for my current post of Food and Beverage Supervisor, I took my job description and my curriculum vitae and made comparison between the required skills of my post and the skills that I possess. Then with the help of my  ‘Training Needs Analysis’ I noted down all the skills that I lack and/or need to improve and as result I found my weaknesses in communication skills, leadership skills, understanding business strategy, manage finance fundamentals,  computer skills and decision-making skills.
To overcome the current skills gap, I opted for ‘Reading and Research’ as learning method to improve my communication skills as well as my leadership skills and will most likely seek for ‘coaching’ from my Restaurant Manager and Executive Assistant Manager Food & Beverage– ‘Coaching’ method of learning by Schön, D.A. (1987), where he describes coaching in terms of telling and/or listening and imitating or demonstrating and suggests that students learn skills by practicing them. Hence, leadership skills and communication skills are the key elements that will allow me to proactively guide, manage team members efficiently and confidently to lead them towards productivity and customer satisfaction.
As for enhancing decision-making skills, I will use shadowing technique to learn from my Restaurant Manager and Executive Assistant Manager and will probably apply ‘Read/Write Learning’ from ‘VARK Model’ - learning styles of Fleming & Mills (1992) while sitting along with them, observing them how they reach to take the best final decision, questioning them and writing down the whole process to read them afterwards. This will definitely improve my ability to take decisions and personal responsibility within the Food and Beverage department.
Ultimately my objective is to become a responsible Restaurant Manager at Salt of Palmar Hotel in the next three years. While considering the ‘Theory of Self Directed Learning’ technique of Richard Boyatzis (2002) that involves self-learning at the following five stages:
1. My Ideal Self – Who do I want to be?
2. My Real Self – Who am I? What are my strengths and weaknesses?
3. My Learning Agenda – How can I build on my strengths while reducing my weaknesses?
4. Experimenting with and practicing new behavior, thoughts, and feelings to the point of mastery.
5. Developing supportive and trusting relationships that make change possible.
Firstly, I will have to become a good leader. Secondly, I will have to improve my organizational and project management skills to be able to undertake projects and execute strategic plans. There is also the need to acquire basic knowledge of all operation at different levels by getting involved at each stage and working with line managers. Also, I will have to improve and enrich my knowledge of budgeting and financial needs to be able to forecast budget accordingly within the Food and Beverage Department.
Being determined to achieve my future post and in view to further develop my skills and broaden my knowledge, I made a personal development plan that will serve me as guidance which way to go. Initially I need become a good leader in order to handle the team members efficiently and confidently. I will therefore have to seek for coaching from my Restaurant Manager and Executive Assistant Manager Food and Beverage as a form of learning, training and development. My second area of development is to enhance my knowledge of budgeting and financial needs in order to estimate Food and Beverage department budget accurately, to have better budgetary control and to manage food and beverage costs effectively. I will enrich my knowledge by seeking coaching from the Financial Controller and Executive Assistant Manager Food and Beverage.
Other skills that I will need to ameliorate are organizational and project management skills as these skills will help me to produce short-term and long-term action plans and to execute strategic plans. Thus as training and development technique I will opt for self-learning by ‘Reading and Research’ and mentoring by Executive Assistant Manager Food and Beverage and Restaurant Manager. It is important to have an overview of the all operations and how each department functions to better understand their needs and alternatives. Consequently, I will have to get involved at all operational levels to study their functions and interact with line managers through coaching and shadowing so as to examine their roles and identify the conflicts they face.
I am very sure that my Training Need Analysis and Personal Development Plan established will definitely lead me towards my goals and I will have to achieve it by the process of continuous learning and continuous improvement.
References
Masaaki Imai, 1986 - ‘Kaizen concept’ - gradual and continuous improvement (there is always room for improvement).
Kolb David A., 1984 - ‘The Experiential Learning Cycle’ - take experience as the source of learning and development.
Fleming Neil D. and Mills Colleen, 1992 – ‘VARK Model’ – Visual, Aural, Read/Write, Kinesthetic and Multimodality.
Honey Peter and Mumford Alan, 1982 - ‘Learning Styles’ - Activist, Theorist, Reflector and Pragmatist.
Schön D.A., 1987 –describes ‘Coaching’ in terms of telling/listening and demonstrating/imitating and suggests that students learn skills by practicing them.
Boyatzis Richard E., 2002 - ‘Theory of Self Directed Learning’ - My Ideal Self, My Real Self, My Learning Agenda, Experimenting new behaviours and thoughts and Trusting Relationships.



























Annotation in Red
Achievement in Green

ViswanandVenkatasami
Address: Avenue Le Palmier, Camp Garreau, Central Flacq.
E-mail:vvish1307@gmail.com
Mobile Number: (+230) 57914121

SUMMARY	As an experienced professional in the Food and Beverage Department for the past 10 years, I am responsible to plan, co-ordinate and supervise the smooth and efficient Food and Beverage operation of one’s allocated service station on a daily basis, as per instructions of the Restaurant Manager. During these 10 years of working in a hospitality industry I have been able to acquire knowledge in terms of food, beverage and wines. Also I have come across lots of challenges at work whereby I had to seek advice and assistance from my peers and superiors and it has helped me to reach where I am today. My aim is to become a Restaurant Manager in the coming few years.

KEY RESPONSIBILITIES
· Responsible for the daily planning and supervision of Food & Beverage operations for 15 team members in a Main Restaurant of 100 covers at Salt of Palmar.
· To direct operations in both the front and back of the house of the Food & Beverage Outlet. – For example: To describe, assign, and delegate tasks and responsibilities to Waiters and Head Waiters namely restaurant table setup as per floor plan, sideboard setup, material and equipment cleanliness and storage, front and back of the house area cleanliness and hygiene standards.
· To conduct daily and monthly inventory of restaurant operating equipment in accordance with company policies and procedures – This process is very important for the day  to day running of food & beverage operations to meet guests demand and orders specially during high occupancy whereby a maximum number of flatware, glassware, chinaware and serving ware is required and if the above mentioned is not carried out properly, it can result in being a threat to meet guests demand and orders as required.
· To meet, greet, lead and seat guests, assist team members in serving food and beverage and take reservations and maintain reservations book when applicable.
· To investigate and rectify customer complaints regarding food, beverage, quality and service. –
As a responsible Food & Beverage Supervisor, when a guest complains about food, beverage, quality and/or service a positive approach is maintained towards the guest and I usually adapt the funnel questioning technique whereby the guest feels more comfortable to express himself/herself and the latter’s preferences are noted. An Incident Communication Form is duly filled and recorded in the guest complain folder. The Incident Communication Form consists of what the complaint was about, what action was taken and what feedback was obtained from the guest following the action taken. The feedback is then recorded in a Guest History Log Book. This is done so that if the guest comes again to the hotel, each and every team member should know about his/ her likes and dislikes.
· Part of Salt of Palmar Hotel pre-opening by conducting and attending daily training sessions and role plays in accordance to Standard Operating Procedures and Product Knowledge.
· To demonstrate strong leadership skills with the ability to manage and motivate team members to achieve positive results.









PROFESSIONAL EXPERIENCE	
June 2018 to present
Food & Beverage Supervisor
Salt of Palmar, Mauritius- (59 Rooms) -1 Restaurant & 3 Bars

January 2018 – May 2018
Restaurant Supervisor
La Palmeraie Boutique Hotel- 4 Star Hotel (60 Rooms) 3 Restaurants & 1 Bar


· Customer service-Welcoming, seating and ensuring prompt sequence of service as per SALT Standard Operating Procedure, obtain feedback for suggestions for improvement, handle complaints efficiently, meet dietary requirements and guest preferences.
· Logbook updating- Daily attendance, punctuality, absenteeism, overtime and casual labour, in order to make sure team members have recorded their ‘time IN’ and ‘time OUT’.
Record events in the Restaurant section in a logbook and review it with the Restaurant Manager.

· Promotion & Direct Upselling-Inform guests about theme nights & events, propose additional items and making use of suggestive selling techniques.
· Team Management-Supervise team members and implement tasks responsibilities allocations, service planning in accordance to hotel occupancy and table reservation and special dinner bookings. Build team members confidence by conducting role plays related to breakfast, lunch and dinner service sequences, conduct daily briefings as instructed by the Restaurant Manager to communicate about daily activities and events.
· Material Handling & Inventory- Ensure cleanliness and good functioning of furniture, material and equipment in all service stations, conduct daily inventory of operating equipment as per SALT Restaurant checklist, report and record breakage, defect or loss of equipment and accessories to the Restaurant Manager.
· Stock Management-Assist the Restaurant Manager in conducting restaurant operating equipment inventory as per Finance Department on a monthly basis.
· Training-Conduct training sessions with subordinates in regard to Salt of Palmar Standard Operating Procedures, Attend on the job training sessions conducted by Lux*  Island Resorts Training Academy trainers, Attend Webinars and group coaching sessions with regard to Professional Practice course of Leadership in Hospitality by University of Wales, Trinity Saint David.
· Manage relationships-Build good relationships with peers, team members and external partners and service providers, working together to achieve shared goals, protect and enhance the Group's reputation.
· Restaurant Operations- Supervise and assist in table setting before each service as per Salt of Palmar Standard Operating Procedures by consulting the Daily Event sheet, maximize the aesthetic appeal of the Restaurant by use of creative displays and decoration items.
· Ordertaking& Processing-Assist the ‘Demi Chef de Rang’ and ‘Chef de Rang’ to take orders on iPads in assigned section whenever required. Double check tray before serving guest to ensure food and beverages items tally with orders as they appear on the Kitchen Display System.
· Billing Procedures-Forward orders to the Bartender/Cashier for input in Micros Oracle system, present bill to guests on tablet for settlement and check at all the times if bills are accurate and signed by guests.
· Pre closure of La Palmeraie Boutique Hotel- Responsible for the stock take and storage of all furniture, materials and equipment prior to closure of La Palmeraie Boutique Hotel due to renovation works.
· Pre opening of Salt of Palmar- This part has played a major role in my career as it is the first time I am doing the opening of a new hotel under a brand concept and I learnt a lot of new ways to improve my communication and professional working skills therefore I would highlight the points below as an achievement. Responsible for the receiving of materials and equipment namely flatware, glassware, chinaware and serving ware for the Food and Beverage Department following delivery from suppliers. Being proactive with a positive attitude whilst giving a helping hand together with the Food and Beverage Team to help other departments in placing furniture and equipment accordingly. Assist the Executive Assistant Manager Food and Beverage and Quality Assurance Executive in reviewing Standard Operating Procedures for the Food and Beverage Department of Salt of Palmar. Conduct role plays and simulations for Breakfast, Lunch and Dinner sequence of service with team members to ensure that the Standard Operating Procedures are respected and they are well versed in terms of product knowledge.
· Post opening of Salt of Palmar- Following the opening of Salt of Palmar I had to ensure that my team is confident and motivated to work in the new environment with regard to our values, purpose and brand promise. I was responsible to conduct briefings with the team to communicate about the daily activities of the hotel and the Food and Beverage department whereby we had to deliver seamless service to guests and Very Important Persons. As it is a new concept it took the team a bit of time to get familiar with this type of working environment but in a couple of days the team demonstrated great performance and as a Supervisor I got really good feedback which was very encouraging.

June 2011 – December 2017
Head Waiter
La Palmeraie Boutique Hotel- 4 Star Hotel (60 Rooms) 3 Restaurants & 1 Bar
· Customer service-Welcoming, seating and ensuring prompt sequence of service, obtain feedback for suggestions for improvement, handle complaints efficiently, meet dietary requirements and guest preferences.
· Promotion & Direct Upselling-Inform guests about theme nights & events, propose additional items and making use of suggestive selling techniques.
· Team Management-Supervise team members and implement tasks responsibilities allocations, service planning in accordance to hotel occupancy and table reservation and special dinner bookings.
· Material Handling & Inventory- Ensure cleanliness and good functioning of Restaurant furniture, material and equipment in all service stations.
· Restaurant Operations-Supervise and assist in table setting before each service by consulting the Daily Event sheet, maximize the aesthetic appeal of the Restaurant by use of creative displays and decoration items.
· Ordertaking& Processing-Take food and beverage orders and assist the ‘Demi Chef de Rang’ to take orders in assigned section whenever required. Double check tray before serving guest to ensure food and beverages items tally with orders.
· Billing Procedures-Forward orders to the Bartender/Cashier for input in Micros system, present bill to guests for settlement and check at all the times if bills are accurate and signed by guests.
January 2010 – June 2011
	La Palmeraie Boutique Hotel- 4 Star Hotel (60 Rooms) 3 Restaurants & 1 Bar- Waiter

June 2009 – December 2009
	One & Only Le Saint Géran Hotel- 5 Star Hotel3 Restaurants & 3 Bars– Waiter

June 2008 – June 2009
	One & Only Le Saint Géran Hotel- 5 Star Hotel 3 Restaurants & 3 Bars– Trainee Waiter

EDUCATION
Sir LeckrazTeelock State Secondary School
School Certificate- University of Cambridge International Examinations
6 Subjects including Mathematics (C), English Language (B), English Oral (B) and French (A) in 2006
Cambridge School Certificate Ordinary Level Result: Pass
COMPUTER SKILLS
Microsoft Office Word &Excel


CERTIFICATES AND PROFESSIONAL DEVELOPMENT
· Attended Robin Banks’ Mind Power Workshop- 10 September 2018

· Examiner- Jury Member at the Hotel School of Mauritius- National Certificate in Restaurant & Bar Service Level 3& Level 4 Practical Examinations- March 2018 – As a jury member I am responsible to evaluate the candidate as per the Hotel School of Mauritius marking scheme and the qualifications required to be jury member is National Certificate in Restaurant & Bar service Level 4 and a minimum of 5 years working experience as a Head waiter in a Food & Beverage environment.

· Examiner- Jury Member at the Hotel School of Mauritius- National Certificate in Restaurant & Bar Service Level 3 Practical Examinations- March 2017- As a jury member I am responsible to evaluate the candidate as per the Hotel School of Mauritius marking scheme and the qualifications required to be jury member is National Certificate in Restaurant & Bar service Level 4 and a minimum of 5 years working experience as a Head waiter in a Food & Beverage environment.

· Certificate of Attendance in Professional Wine & Service Course-December 2016

· Certificate of Participation- Tourism Employees Welfare Fund,Cocktail Competition-October 2013

· Mauritius Institute of  Training & Development-Hotel School of Mauritius- National Certificate Level 4- Restaurant & Bar service- Grade: Credit- June 2012 – National Certificate Level 4 consists of providing silver service to customers in a Food & Beverage environment, developing supervisory skills, basics of cost control, basics of Microsoft Word & Excel.

· Certificate of Participation- Mauritius Chefs’ Association- International Chefs’ Challenge Table Art Competition-October 2011

· Industrial & Vocational Training Board-Hotel School of Mauritius-National Trade Certificate Level 3- Restaurant & Bar service- Grade: Credit-June 2009 – National Trade Certificate Level 3 consists of the basics of Food & Beverage in terms of product knowledge and breakfast, lunch and dinner service sequence.

· English and French written and spoken, German beginner level.
JOB DESCRIPTION					FOOD & BEVERAGE SUPERVISOR
	Job title

	Food & Beverage Supervisor

	Job Family

Job Section
	Food & Beverage

Restaurant



	Reporting To

	Restaurant Manager

	Key relationship

	Team members
Customers – Service

	Main Purpose



	To plan, co-ordinate and supervise the smooth and efficient operation of team members’ allocated Food & Beverage service station on a daily basis, as per instructions of the Restaurant Manager.

	Base of work
	Salt of Palmar Hotel, Coastal Road, Palmar

	Salt of Palmar Purpose, Values& Brand Promise
Our Purpose
Inspiring the world’s explorers by connecting with local people and places

Our Values
· Simple
· Local
· Curious
· Human

Our Brand Promise
Truly Human, Local, Transformational

Duties and Responsibilities

	

	









Customer Service















Logbook Updating








Promotion & Direct Up-selling








Standard Operating Procedures Compliance & Quality Assurance


















Team Management





















Material Handling & Inventory








Stock Management




Restaurant Operations







Order Taking & Processing






Billing Procedures


	
· Courteously welcomes seats or accompanies guests to any Food &Beverage outlet, and ensures prompt service.
· Converses with guests to obtain feedback and suggestions for improvement.
· Handles customer complaints efficiently through appropriate interaction and action and/or referral to Management.
· Communicates guests’, visitors’ or repeaters’ preference of meals, drinks and cocktails and special requirements (e.g. allergies), and ascertains that these preferences are adhered to by team members.
· Answers queries about all items on the restaurant menu, their basic ingredients and method of preparation.
· Oversees that an excellent service is offered to guests by team members, and assists in serving privileged guests.
· Attends to any special guests’ requests as appropriate.
· Checks the daily attendance book to control punctuality, absenteeism, overtime and casual labour, in order to make sure staff members have recorded their IN and OUT duty time.
· Records restaurant covers and waiter’s station list in a logbook. 
· Maintains a daily logbook for recording events in the restaurant section and reviews it with the Restaurant Manager to correct any arising operational problem. 
· Notes any guests’ complaints on Incident Communication Forms, and any feedback or special requirements on Guest History logbook.
· Promotes the different outlets, theme nights and other events by informing clients.
· Increases sales through making suggestions, proposing additional items and making use of suggestive selling techniques.
· Verifies that all delegated duties are carried out in accordance with the Hotel’s standards and check lists, and with Management instructions.
· Accompanies the Restaurant Manager during frequent quality spot-checks within the restaurant with regards to good working habits, storage and par stock.
· Ensures the efficient implementation of all Standard Operating Procedures and ascertains their professional execution.
· Monitors compliance of team members with grooming, personal hygiene and safety regulations and procedures.
· Checks the quality, quantity and temperature of food delivered from the kitchen, and ensures that deliveries tally with menu, orders and dockets.
· Verifies that team members carry out cleaning and clearing duties as per established standards (e.g. table clearing, display of furniture, sunglasses cleaning kit).
· Checks the accuracy of both the content and spelling of the printed menus to ensure that they are free of mistakes at all times.
· Assists the Restaurant Manager with establishing monthly shift rosters for 15 team members.
· Supervises activities of 15 team members and implements tasks responsibilities allocations so as to ensure an efficient preparation and service according to standards.
· Assists the Restaurant Manager and the Executive Assistant Manager with organizing and facilitating on-the-job training and coaching sessions in order to develop knowledge and competencies about Food & Beverage.
· Provides regular feedback to team members on their performance, and provides assistance to the Restaurant Manager with the performance evaluation of immediate subordinates.
· Conducts regular briefings and monthly meetings with team members as instructed by the Restaurant Manager in order to handle any administrative or working issues.
· Takes corrective actions when necessary.


· Checks cleanliness and good functioning of furniture, material and equipment in one’s section.
· Reports any breakage, defect or loss of equipment and accessories to the Restaurant Manager.
· Submits maintenance request for repairs or replacement of defective equipment within assigned section.


· Assists the Restaurant Manager in conducting stock inventory as per Finance Department on a monthly basis.

· Supervises and assists in table-setting before service time by consulting the Daily Event Sheet, Floor plans and Log Book
· Maximises the aesthetic appeal of the restaurant by use of display, decoration items.

· Assists the ‘Demi Chef de Rang’ and ‘Chef de Rang’ to take orders in assigned section whenever required. 
· Double checks tray before serving guest to ensure food and beverages items tally with orders.




· Inputs orders in Micros Oracle billing system.
· Presents bill to client for settlement.
· Checks at all the times that bills are accurate and signed by guests.
· Run Revenue Reports after each meal period.
· Audits bills to ensure that all payments due have been collected in accordance with the Hotel’s policy.


	
	



ORGANIGRAM FOR FOOD & BEVERAGE DEPARTMENT




























Training Needs Analysis
	What am I good at?
	What do I need to work on?

	· Being a holder of National Certificates Level 3 and Level 4, I can confidently provide prompt Food & Beverage service to customers and meet their demand and orders effectively.
· Planning and Supervising daily Food & Beverage operations
· Handling complaints efficiently
· Increasing sales through suggestive selling techniques


	· Leading new projects- Being a Food & Beverage supervisor is in itself a big challenge for me and I take challenges positively and leading new projects will be a great opportunity to prove my worth to my superiors.
· Computing skills- I am versed only with the basics of Microsoft Word, Excel and PowerPoint. Improving my computer skills will be a plus for me as the use of computer, tablets and Micros Oracle system plays an important role in my day to day working activities.
· Understanding Business Strategy- I am actually working for a new brand hotel which is Salt of Palmar and the management believes that we are not only a hotel but a restaurant with rooms. So the Food & Beverage department plays a very crucial part throughout a guest’s stay. As a result I have to be well versed in terms of the hotel’s purpose, values, brand promise and product knowledge in order to share the same with the team members and to overcome these I usually engage in group discussions whereby we communicate this further and work together to meet company objectives.
· Manage Finance Fundamentals- My aim is to become a Restaurant Manager and I would like to improve my skills in terms of Sales and Revenue Reports, Food and Beverage Menu costing and learn about cost management techniques.
· Individual learning style
· Time Management


	What could help me along?
	What might stop me?

	· Effective Time Management- By implementing a time table and allocating time for studies and time for work accordingly.
· On the job training to improve my computer skills.
· Group discussions with regard to the Professional Practice Course to improve my leadership skills.
· Study skills





	· Work load
· Decision making is more of the management issues and as a Supervisor I can come up with ideas but taking a decision is not up to my level, so I will have to ask approval from my manager before taking a decision
· Academic Qualifications- I am a holder of Cambridge School Certificate and I am resuming studies after almost 10 years. So it will take me a bit of time to situate myself in the Professional Practice Course.









PERSONAL DEVELOPMENT PLAN
	Development Need Identified
	Development Objectives
	Method
	By Whom
	By When
	Review

	To develop knowledge and skills of leadership management



	To be able to lead the Food and Beverage team effectively and confidently. 

Research on ways to develop my leadership skills

Learning from observing leaders and superiors

Implement the skills learned from research and observation.
	Self-learning by reading articles from books and the internet and choose the the most effective way to develop my skills.
Learning from Restaurant Manager and Executive Assistant Manager Food & Beverage.
Take Personal Responsibility and lead small projects in the food & Beverage Department, for example act as a trainer to coach team members.
	Restaurant Manager 

Executive Assistant Manager Food & Beverage 
	October 2018
	January 2019


	Understand Business strategy



	To be able to engage in operations and ensuring the hotel’s brand promise, values and purpose are being adhered to and take personal responsibility to share the acquired knowledge to the team members and implement tasks effectively to meet company objectives.
	Attend group coaching sessions

Coaching by Restaurant Manager & Executive Assistant Manager Food & Beverage
	Restaurant Manager &
Executive Assistant Manager
	January 2019
	March 2019

	Manage Finance Fundamentals



	To be able to complete monthly reports accurately
(manage inventory, sales,  costs, assist the Executive Assistant Manager and Restaurant Manager with budgeting)
	Attend group coaching sessions
Improve Computer Skills
Coaching by Financial Controller & Executive Assistant Manager Food & Beverage
	UWTSD, LUX* Training Academy
Financial Controller &
Executive Assistant Manager Food & Beverage
	March 2019
	June 2019


	
Lead Projects such as special dinner events, management cocktails



	
To be able to manage projects within the Food & Beverage department
	



	
Attend group coaching sessions
Research on project development
Coaching by Restaurant Manager & Executive Assistant Manager
	
UWTSD, LUX* Training Academy
Restaurant Manager &
Executive Assistant Manager
	
March 2019
	
October 2019














Executive Assistant Manager


Restaurant Manager


Assistant Beverage Manager


Food & Beverage Supervisor


Chef de Rang


Demi Chef de Rang


F&B Hostess


Head Bartender


Bartender


Demi Chef de Rang
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