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Introduction

During my Level 6 placement at Hilton Puckrup Hall, Tewkesbury, I worked within the Food and Beverage (F&B) department of this countryside Hilton resort. The hotel offers a formal restaurant, Terrace Bar, in-room dining, and extensive banqueting services for weddings, conferences, and golf events. With a significant daily guest turnover and varied service formats, the F&B department presented an ideal environment for experiential learning.
My placement objectives were:
· To build confidence in supporting and leading F&B service tasks under supervision.
· To develop skills in handling guest complaints and contributing to service recovery.
· To understand how service performance is monitored and improved in a corporate F&B context.
Section 1: Role Reflection – Using Schön's Reflective Model
	Having the opportunity to be part of the Food and Beverage team at Hilton Puckrup Hall, Tewksbury it was interesting and challenging too. My primary responsibilities included:
· Hosting and greeting guests
· Taking food and drink orders
· Setting up and clearing event spaces
· Communicating with kitchen and bar staff to ensure smooth service
By being present and responsive, I found that many small challenges could be resolved in real-time without needing to escalate issues to supervisors, a sign of growing autonomy and professional awareness (Bennett et al., 2020, p. 12948)
Reflection-on-Action: Supervisory Skills
Reflecting on my experience after shifts, I recognised the importance of supervisory skills such as communication, anticipation, and team motivation. I identified strengths in my adaptability and teamwork, for example, stepping into unfamiliar roles without hesitation (Wolgast et al., 2022,p.12). However, I also noticed a weakness in confidently giving directions to others, especially when new starters colleagues asked for guidance (Hecht et al., 2020, p. 7381).
Observed Supervision: Real Examples
A positive example of adequate supervision occurred during a Monday lunch service. The supervisor conducted a brief and precise team meeting before the shift, defined everyone's zones, and ensured that allergen charts were updated. This level of organisation led to a smooth and stress-free service. 
Another positive example is that I had the chance to participate in a manager's meeting, which takes place every Tuesday. The general manager and all the other hotel’s department managers sit in a conference room and discuss all the issues, suggestions and upcoming events. I found this weekly meetings being very productive and helpul for supervision team.
A less positive example was when one of the supervisors suddenly felt ill and needed to go home. On that day, it also was short-staffed. Without their supervisor on a very busy day, the F&B team struggled to manage all the situations, and they mixed up some orders.

Action Plan for Development
Short Term: Ask for opportunities to lead a small task or service section.
Mid Term: Attend a short course or online training on team leadership in hospitality.
Long Term: Take part in team briefings and contribute suggestions to build confidence.
According to Serrano (2020), early exposure to leadership in service fosters readiness for supervisory roles, and I aim to develop this through small, guided responsibilities (3086). 
Section 2: Development Journey
Comparing Level 6 and Level 4 F&B Placements
Both my Level 4 and Level 6 placements were completed at Hilton Puckrup Hall, Tewkesbury, which provided a unique opportunity to measure my professional growth within the same environment directly. While the hotel remained the same, my responsibilities and expectations underwent significant evolution. At Level 4, I was essentially an observer and assistant. My focus was on learning the fundamentals of restaurant operations, including setting up tables, serving plates, and accurately taking orders. I required supervision and regular guidance, and my confidence in speaking with guests or solving issues independently was low. In contrast, my Level 6 placement saw me take on more responsibility, including:
· Anticipating guest needs without being asked
· Solving service issues in real time
· Supporting new team members with onboarding tasks
Learning from Modules
	The Level 4 – Food & Beverage Operations module gave me a solid foundation in terminology, table service methods, and kitchen coordination. These were essential in understanding my duties and helped reduce errors during service.
	In Level 5 – Sustainable Hospitality & Tourism Management, I learned about resource optimisation, waste reduction, and the broader impact of operational decisions. I applied this by actively reducing plate waste at the breakfast buffet and encouraging the reuse of partially used condiments during event setups.
Section 3: Service Improvement Proposal
Identified Issues: Staff Shortages and Breakfast Service Hours
During my Level 6 placement, one of the most pressing challenges I observed was the shortage of staff in the Food and Beverage department, particularly during peak breakfast periods. This often resulted in slower service, lower staff morale, and at times, visible guest frustration. Staff were frequently reassigned between departments, which stretched resources and diminished the quality of interaction with guests (Spence et al., 2022, p. 2626).
Another issue was the recent reduction in breakfast hours, from the former 6:30 AM–10:30 AM or 11:00 AM range to a stricter 6:30 AM–9:30 AM schedule. While operationally justifiable (e.g., due to staffing or cost control), the change seemed to catch many guests off guard (Maia et al.,2021, p. 12). For example, a guest arrived five minutes before breakfast closure. Although she was politely informed that service would end shortly and was invited to help herself and dine comfortably, she later complained to the General Manager, accusing the staff of having a poor attitude, despite having been informed of the breakfast times at check-in.
Reflection-on-Action
Reflecting on this incident, I realized that perception shapes the guest experience more than facts. The guest was technically in the wrong, but emotionally felt excluded. Staff remained polite, yet the interaction still led to dissatisfaction. Shaw (2020) would frame this as a learning moment, prompting reflection on action (p. 1030). What could have been done differently to manage expectations more effectively, or to de-escalate the situation even further?
Justification for Improvement
Conversations with my colleagues confirmed that the lack of staff and reduced breakfast hours were contributing to higher guest complaints, lower employee motivation, and a reactive service environment. When service is rushed due to a staff shortage and tighter timeframes, even well-intentioned interactions can feel abrupt or impersonal to guests.
Improvement Plan
Introduce Flexible Breakfast Slots or Grab-and-Go Options
Provide guests arriving after 9:30 AM with a pre-prepared "late breakfast" pack or access to a mini station in the bar area with light options. This softens the transition and offers a positive gesture, improving satisfaction while respecting staff capacity.
Reinforce Communication at Multiple Touchpoints
Breakfast hours should be clearly stated during check-in, displayed visibly in rooms, elevators, and on the Hilton Honors app. Verbal information alone is often forgotten or misinterpreted.
Short-Term Relief Staffing or Multi-Skilling Strategy
	Use cross-departmental trained staff (e.g., from events or housekeeping) for a 2-hour "power shift" during peak breakfast periods. This alleviates pressure and ensures better coverage without long-term hiring costs.
 Enhancing Performance Standards
To meet Hilton's high standards of guest service, the following should be implemented:
· Service recovery training for staff to handle guest disappointment diplomatically, even when the hotel policy is being upheld.
· Real-time feedback loop where supervisors check in with breakfast guests nearing closing time to ensure they feel welcome, even if time is short.
· Monitor guest satisfaction by collecting data on complaints linked to service hours and staff responsiveness, and reviewing it weekly.
Conclusion
Using Schön's reflective model helped me understand how reflection during and after action enabled my personal and professional growth. My ability to think critically during service, learn from observed leadership styles, and identify areas for improvement marks a shift from following to leading. I achieved two of my three learning objectives: I became more confident in handling service tasks and gained a better understanding of performance evaluation tools.
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