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[bookmark: _Toc157031415]Brief Overview of the Hotel's Food and Beverage Operation of Hilton London Gatwick - Gatwick Airport
Every department at the Hilton London Gatwick strives to provide high-quality guest service, and the operations of the Food and Beverage department are vital for catering to the guest’s food and drinking needs. This department is responsible for carefully handling the restaurants and bars, including offering catering services and accommodating the diverse needs of guests ranging from casual dining to formal events (Hilton, 2023). Through the food and beverage department's operations, the hotel enhances the overall guest experience by ensuring the guests enjoy premium meals and food service. 
[bookmark: _Toc157031416]Learning Objectives
· Developing an in-depth understanding of the hotel’s Food and Beverage operations.
· Identifying essential work-based skills crucial for success in the Food and Beverage Department.
· Evaluating the necessity of technical proficiency specific to the hospitality industry. 
· Understand issues faced by the Food and Beverage Department and identify potential solutions.
[bookmark: _Toc157031417]Section 1: Reflection on Experience and Personal Development
To reflect on my experience, I will use Gibb's Reflective Cycle. This popular and effective framework helps to extract valuable insight that can facilitate learning from individual experiences (Markkanen et al., 2020). This model encourages learners to delve into specific experiences by discussing the events to identify what went right and wrong so that action plans can be made to improve in the future. 
Description
Shadowing the Food and Beverage Manager at the Hilton London Gatwick Hotel has been an immensely insightful experience, mainly because it allowed me to understand how this department operates to provide guest services using work-based skills and technical knowledge. I had the opportunity to watch the practical application of theoretical knowledge gained from my academic journey. 
Feelings
A sense of confusion marked the beginning of the experience, but it was quickly replaced by my admiration for the supervisor's aptness for managing diverse tasks seamlessly. Soon enough, I was inspired and motivated to observe the intricate workings of the food and beverage department. 
Evaluation
Everyone depended on their skills and knowledge to meet guest service standards, from the manager to the subordinates in this department. This experience highlighted the critical role of work-based skills and technical knowledge to me. I mainly saw the importance of skills such as multitasking, understanding menu offerings, customer service skills, event management skills, culinary and food safety knowledge, and language skills as foreign guests regularly visit the hotel. These skills are crucial in the food and beverage management of any hotel, according to Davis et al. (2018). 
Analysis
My academic journey taught me practical communication skills essential in the hospitality sector. Computer literacy also plays an important role (O’Fallon and Rutherford, 2010). The shadowing experience helped deepen my comprehension of communication nuances, the dynamics of teamwork, efficient leadership and task management, and the necessity of personal skills in the hospitality context. 
[bookmark: _Toc157031418]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Description
I have gained a thorough understanding of the significance of various work-based skills and technical knowledge through this placement experience. It occurred through my close observation of how the managers and the employees operate to ensure better customer service. 
Evaluation
Observing my supervisor and the employees using their skills to deliver exceptional guest service allowed me to identify which skillset is essential for the food and beverage department. They efficiently took orders from the guests, processed them fast, communicated with each other and the kitchen staff, etc., to ensure high-quality services were provided. Technical knowledge played an important role in customer relationship management, processing of orders, etc., using computer technology. 
Analysis
The ability to communicate with both guests and team members was evident in maintaining a smooth service flow. For example, I noticed seamless communication from receiving the orders to getting the food delivered to the guest’s seat. Effective communication ensures accurate order processing, minimises errors, and facilitates team collaboration (Johnston et al., 2020). The supervisor had to handle multiple tasks simultaneously, underscoring the importance of multitasking skills. For instance, he had to take orders and quickly coordinate with the kitchen staff. This skill ensures timely delivery of service and creates a favourable dining experience. The hotel uses an advanced order management system to ensure operational efficiency. Technical proficiency is mandatory for such systems (Wynn and Jones, 2022). The department staff displayed strong familiarity with the menu and dietary accommodations, providing descriptions and recommendations without ever checking the menu. This is important for providing high-quality and personalised guest service (Ali et al., 2021). 
[bookmark: _Toc157031419]Section 3: Reflection on Organisational Issues
Description
Issues and conflicts are common in famous hotels, and I have encountered a few during my time at the Hilton London Gatwick Hotel. One event that stands out the most is when a miscommunication occurred between the kitchen and serving staff. This happened during a rather peak dining period. The issue led to a chain of issues that ultimately threatened to reduce customer service quality, as miscommunication tends to do so (Shen, Qian and Chen, 2020). 
Evaluation
The miscommunication indeed had a rather direct impact on the department's overall performance. Misunderstanding the order resulted in the wrong order being delivered to the customer. So, the guest was immediately dissatisfied, which created longer waiting times and potentially harmful reviews for guests. 
Analysis
I believe this issue helped to narrow down weaknesses in the department's communication protocol. As communication is vital, practical solutions to address such issues can be implementing more apparent communication protocols, providing additional training to the staff, and enhancing the technology to streamline order processing between kitchen and serving staff (Ushakov et al., 2020). Heskett's Service-Profit Chain states that responding to customer concerns is crucial for both short-term and long-term customer satisfaction, so any hospitality organisation must respond to such issues quickly and decisively (Heskett et al., 2008).
[bookmark: _Toc157031420]Section 4: Future Action Plan 
Description
The shadowing experience gave me clear ideas on which skills I should pick up and improve to establish myself as a successful career holder within the hospitality sector. My action plan involves enhancing work-based skills and technical knowledge through continuous learning and hands-on experience.
Evaluation
I will align my action plan with my personal and vocational development goals because I aim to land a career in the hospitality sector. I hope to contribute to my professional growth through my action plan. 
Analysis
To ensure continuous training and development, I will participate in a range of internal training programs, workshops, and online courses related to building my skills in effective communication, multitasking within the food and beverage operations, team collaboration, order management, conflict resolution, time management, customer service, and technical proficiency to make use of updated order management systems and other technologies. I will also seek mentorship and guidance from seasoned food and beverage managers to refine my multitasking and communication strategies. Furthermore, I will deepen my knowledge of the menu offerings of the organisation I want to work in. 
[bookmark: _Toc157031421]Conclusion
Through my shadowing experience at the Hilton London Gatwick Hotel's Food and Beverage Department, I have gained a profound understanding of the importance of various work-based skills and technical knowledge to uphold guest service standards within the dynamic hospitality sector. It has highlighted the significance of effective communication and coordination skills, multitasking, customer service, and proper order management. I have also understood the importance of technical knowledge, which is required to operate advanced order management systems and other computing activities. Knowing the menu is also crucial for the food and beverage department. Using these insights, I have developed a thorough action plan to help me gain and improve the skills necessary for achieving my future career aspirations within the food and beverage industry. 
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