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Disclaimer:
This is my personal reflection, on my placement experience and I did not use AI to write any part of it. 
I acknowledge I used Grammarly to check and correct my syntax and grammar.



Introduction

Hotels usually provide additional amenities to accompany the accommodation operation such as restaurants, meetings space, and recreation facilities.  The facilities and services depend on the needs and requirements of the guest they want to attract (Cousin et al., 2002).
Hotel Accor in Harlow, part of the bigger group Accor offers dining space, bar, and meeting and events facilities. 
The kitchen is a very big professional kitchen; located at ground level, equipped  with multiple ovens, lots of storage room,able to accommodate catering for large events like wedings. The bar is located at the reception area, is open from 2pm-11pm,  and has couple of table as well, for people to relax enjoying a drink and a chat. The restaurant is medium size, located at groud level next to the receptinion, open from 2pm to 11pm,  serve burgers, snaks and some bufet . In the morning restaurant is open for breakfast, between 7am -10am. 
I will reflect on my shadowing experience in the F&B on this placement using ERA cycle of reflection (Jasper, 2013). This model comprises three key stages: Experience, Reflection, and Action, allowing for a structured analysis of my learning journey.
This reflection will explore how the experience contributed to my professional development. A critical evaluation of key competencies—including communication, teamwork, task management, personal skills, and guest service—will be integrated, supported by practical examples. Additionally, I will reflect on some organisational issue encountered during the placement, analysing its impact on both my experience and department operations.
Experience
During my placement in the F&B department I observed the breakfast service, I help around the kitchen with washing dishes after the breakfast, and other preparations. This experience provided exposure to some of operational challenges, particularly the impact of staff shortages on service efficiency. The hotel frequently hosts conferences and events, necessitating seamless coordination between various departments to maintain high standard of service. The most significant challenges I encountered was the shortage of kitchen staff during the morning service. With only two kitchen staff responsible for breakfast preparation, inefficiencies in workflow arose, affecting overall service delivery and personnel morale. The situation was exacerbated by the bar staff not assisting with post-service dishwashing, thereby increasing the workload of kitchen staff.
In response to this challenge, I actively participated in multiple operational areas, helping both kitchen staff, bar staff and helping in setting up the space for meeting and events. My responsibilities included assisting with dishwashing and organising kitchenware to reduce pressure on the kitchen staff, coordinating with the service team to ensure effective event setup, and engaging with guests, where needed to solve any immediate concerns, or signposting them to the right person. 
I observed how staff comply with health and safety regulations, in preparing food and drinks. I notice the importance staff gave to ensure guest alergies are documented and the food served met the requirements. I notice there were training especially for the bar staff to enhance their knowledge regarding legal requirements when serving drinks, as well as weights and measures, licencing, and alcohol awareness; when they can and must refused drinks and the importance of encouraging responsible drinking.
The trainings and daily safety huddle reinforced the health and safety principles and rules, with a focus on maintaing a clean and sanitary environment behing bar and in the kitchen at all times, and how to clean spillages imediatelly to avoid slips and accidents. 
The staff was further instructed on customer service standars, how to always treat clients with respect and handly issues calmly and politely, dealing with complains, follow hotel uniform policy, and personal conduct at work, as well as incident reporting, proper documentation and refusal to serve documentation at the end of shift (Buenafe, 2017; Accor, 2024) 

Reflection
One of the most valuable learning outcomes of this experience was the development of effective communication and teamwork. According to Argenti (2018), communication is a fundamental leadership skill in the hospitality industry, as it directly influences team performance and service efficiency. I was able to coordinate with both kitchen and service staff; which played a key role in maintaining good service during peak operational periods.
In addition to communication, I noticed teamwork is critical in overcoming operational challenges. The Tuckman Model of Group Development (1965) outlines the stages of forming, storming, norming, and performing of a group. Initially, there are inefficiencies due to a lack of structured task delegation. However, as team dynamics improve, it emerges a more coordinated and collaborative approach to service delivery. My commitment in creating a cooperative work environment confirmed  for me the impact of interpersonal skills in hospitality management (Fallon & Rutherford, 2010).
Task management and prioritisation were some other equally vital areas of my work skill development. Balancing multiple responsibilities requires a strategic approach to time management to ensure that essential tasks are completed efficiently. Covey’s Time Management Matrix (1989) categorises tasks based on urgency and importance, an instrumental framework that I used to prioritise my decisions. For instance, ensuring the proper setup of event spaces was prioritised over minor cleaning duties, as it directly impacted guest satisfaction. Making strategic decisions and task prioritisation is vital in managerial roles within the hospitality sector (Jones & Robinson, 2012; Griffin, 2011).
My understanding of guest service excellence was further enriched through direct engagement with hotel guests. The ability to respond to guest needs, manage expectations, and deliver personalised service is a fundamental aspect of hospitality operations (Jones & Robinson, 2012; Wood, 2013). The SERVQUAL model was developed by Parasuraman, Zeithaml, and Berry (1988) identifies five key dimensions of service quality: tangibles, reliability, responsiveness, assurance, and empathy.  By considering these dimensions, I was able  to recognise how guest satisfaction and a  positive guest experience is shaped by the attentiveness to client needs and a proactive service.
Organisational Issue: Staff Shortages and Operational Impact
A key organisational issue encountered during my placement was staff shortage, which affected overall department efficiency. The insufficient kitchen staff led to inefficiencies in food preparation and post-service cleanup, resulting in service delays and increased workload for the F&B team. The issue not only affected the speed of service but had a broader impact on staff morale and engagement. According to Herzberg’s Two-Factor Theory (1959), workplace motivation is influenced by hygiene factors such as working conditions and motivational factors such as career growth and recognition. The lack of adequate staffing was a negative hygiene factor, leading to increased job dissatisfaction among employees and high staff turnover.
Several practical solutions could be implemented to address these inefficiencies. First, cross-training staff members from different departments would provide additional support during peak hours, thereby enhancing operational flexibility. Second, optimising shift scheduling to align staffing levels with demand fluctuations would help mitigate service bottlenecks, as research suggests. The lean management principles proposed by Womack and Jones (1996) advocate for waste reduction and process optimisation in service industries like hospitality.
While the hotel had attempted to manage staffing shortage by assigning additional responsibilities to the F&B staff, a more structured workforce management strategy is required to yield long-term operational improvements. Addressing these staffing challenges will enhance service efficiency and contribute to higher employee satisfaction and improved guest experiences.
 

Conclusion & Action
This experience has provided valuable insights into the complexities of F&B operations, particularly in managing service efficiency amidst resource constraints. The ability to communicate effectively, collaborate with teams, prioritise tasks, and maintain high service standards under pressure is part of a manager role in hospitality environment.
As a future manager, I intend to adopt a proactive leadership approach that focuses on team coordination and workforce planning. Additionally, I will continue to develop my problem-solving skills by using reflective practice to critically evaluate operational challenges and implement evidence-based solutions. I will also continue developing the necessary competencies to deliver exceptional guest service and effective team leadership.
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