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Reflective Essay: My Placement at Delta Hotel by Marriott 
  Overview of the Hotel’s Food and Beverage Operation
Delta Hotel by Marriott in Windsor Slough, located along London’s Ditton Rd, Langley, runs a significant food and Beverage - F&B department with a fine dining restaurant, casual bar and a fully-fledged room service. The department focuses on offering high quality services and desirable dining experience in terms of food quality and quality service delivery.
Placement Learning Objectives
· Be familiar with the flow of operations within the F&B department.
· Enhance my management skills: supervisory and leadership skills.
· Sharpen my effective communication and cooperation skills.
· Understand the need and significance of technical knowledge in the Food and Beverage service.
· Review current issues affecting the organisation within the department 
Section 1: Reflection on Experience and Personal Development
During my placement at the Delta Hotel’s F&B department, the overall experience was significant and provided many learning opportunities· However, general major issue identified throughout my placement in the F&B department was occasional delays in guest orders· These delays often resulted from miscommunication between the kitchen staff and the service team, leading to dissatisfaction among guests· This experience underscored the importance of effective communication and prompt problem-solving skills to ensure smooth operations and high-quality guest service, as noted by Rane et al· (2023)·
One practical example involved a guest complaint about a delayed breakfast order during a particularly busy morning shift· I handled the situation by first actively listening to the guest's concerns to understand their dissatisfaction fully· Then, I communicated promptly with the kitchen staff to expedite the order· According to Gibbs' model of reflection, it is crucial to evaluate the incident and learn from it to improve future responses (Gibbs, 1988)· By maintaining a calm and professional demeanor, I was able to reassure the guest, apologize for the delay, and offer a complimentary beverage while they waited· As illustrated by Bucăţa and Rizescu (2017), this approach not only resolved the immediate issue but also demonstrated effective communication and teamwork in a high-pressure environment·
My personal and vocational development, including previous industry experience and academic journey, significantly impacted my understanding of key skills in the F&B department· This placement helped enhance my technical knowledge and problem-solving abilities, which are critical for handling guest complaints effectively· I learned that active listening and empathy are essential in hospitality, as they help build trust and rapport with guests, leading to increased satisfaction·
Effective communication, teamwork, and task management were crucial for delivering high-quality guest service· According to Torrens University (2023) report, teamwork is vital in hospitality for efficient operations and better guest experiences· My ability to coordinate with team members during the busy breakfast shift ensured that we managed the high volume of guests effectively· 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In the F&B department, elements of work-based skills and technical knowledge are critical in order to meet the guest service. Interpersonal communication, cooperation, and organization of tasks play a significant role in a guest’s overall experience. For instance, active listening enables staff to comprehend the needs of guests to ensure tailored service delivery (Jonsdottir and Kristinsson, 2020). My experience demonstrated that being well-versed in technical aspects, such as menu details and service protocols, significantly impacts the ability to meet guest expectations. To manage delayed client orders, I applied skills like active listening, effective communication, and teamwork. These skills were effective in identifying guest concerns, swiftly responding to them, and in timely coordination with the kitchen staff to ensure fast food delivery.
In another shift, a guest was unhappy with their meal due to delays in service. In order to analyze the situation and develop better response strategies in the future, I used Gibbs’ model for reflection (Gibbs 1988). I acknowledged the guest’s complaint, consulted with the members of the team to identify the reason for the delay, and compensated the guest with a free dessert. The guest was finally satisfied with the resolution and really loved the quick reply. This incident highlighted the necessity for collaboration and effective communication, noted by Rane et al. (2023), in resolving guest complaints and improving service recovery.
The course learnings also highlighted the aspect of technicality in the food and beverage management such as the service department and the specificities of the menus. Handling customer complaints effectively can go a long way towards improving the quality-of-service delivery (Mohd Shahril and Aziz, 2022). In this regard, I learned the importance of training and development in order to ensure high quality service delivery. Specifically, active listening, team work and effective communication skills were essential in addressing the complaints of the guests and ensuring quality service delivery.
Section 3: Reflection on Organisational Issues
One of the significant organisational problems I observed during my placement was client order delay which most often stemmed from lack of appropriate staff collaboration. The main problem included poor communication where there were gaps that affected the delivery of orders to the kitchen and later to the service team.  This inconsistency significantly affected the performance of the department as it led to a number of inconveniences that were irritating to the guests and deteriorated the level of satisfaction. Dhar (2015) notes that organisations should offer their staffs consistent and continuous training sessions to ensure they deliver quality services.
In regard to this problem, the measures that can be taken include ensuring that the staff members adhere to a set standard of communication. Specifically, frequent staff meetings and training on communication can guarantee that all the staff is prepared to tackle their responsibilities. Further, technology management, like order management systems, can also prevent information delays and enhance the communication process (Khan, and Hossain, 2018). Besides, supporting the culture of communication and feedback in the team may also have positive impacts on team performance and services.
Section 4: Future Action Plan
To address the identified organisational issue, I propose the following action plan:
Standardised Training Program: To avoid cases of disparities in service delivery, I will set a standard training process that will apply to all the newly joining employees (Rodriguez and Walters, 2017). To ensure preservation of these standards, this program will incorporate extensive orientation processes and frequent recertification seminars.
Regular Review and Update of Training Materials: I will revise the training materials frequently to ensure they are consistent with the current standard. As pointed out by Barreto and Mayya (2023), this will guarantee that all the staff members are fully conversant with new knowledge and skills relevant to their positions.
Continuous Learning and Development: To enhance a culture of continuous learning and development of the team, I shall arrange for workshops and training sessions. As highlighted by Kleefstra et al. (2020), this will ensure that staff is up to date with current trends in the market hence improving on the skills of the staff.
Feedback Mechanism: I will analyze guests’ and staff members’ feedback to determine further training requirements and potential changes. Conducting regular surveys and feedback sessions will give direction and sustain improvements to training programs and services (Waqanimaravu and Arasanmi, 2020).
Conclusion
The placement at Delta Hotel by Marriott aided in sharpening my work-based skills and technical knowledge. By applying Gibbs’ model for reflection, I noted potential areas for personal and professional development and created an action plan to further my professional growth. The experience also demonstrated the significance of effective communication, collaboration, and professionalism when carrying out operations in the hospitality industry. The placement further highlighted the importance of staff training in communication systems and standards to ensure that the services are delivered as expected by the guests in order to enhance guest satisfaction and the general operations of the hotel.
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