




Learning Log



Food and Beverage Department






Mercure Hotel
Bedford


Student name: Laura Popescu
Student number: 2110392
Module: Hotel Placement – Managing Food and Beverage
Operations
Module code:  BMIH6002
Tutor: Neil Dyer





This report will detail the experience and personal growth I achieved in the food and beverage department during my 10-week placement, guided by the structured approach of The Schön Reflective Model.
The Schön reflective model, a key framework in my reflection, comprises two main components: reflection-on-action and reflection-in-action. The former involves analysing what happened at a certain moment and the subsequent reaction and action. The latter allows for deeper contemplation on the process, identifying potential areas for improvement, and drawing conclusions from the entire experience. It's also important to note the initial part, which presents the situation before the event, providing context for the reflection. (Sheryl Third and Ece. C, 2022)
My placement is at the Mercure Hotel in Bedford, and it was a unique learning experience. Under the guidance of Chloe Moran, the Front Office Manager, I had the opportunity to immerse myself in the hotel's operations. Chloe introduced me to the hotel, its staff, and its daily activities. As this learning log focuses on the Food and Beverage department, I will briefly overview the hotel's offerings in this area. The recently renovated restaurant boasts 1 dining area, 2 kitchens, 2 bars with serving areas, and a picturesque river view. (Mercure Bedford Centre Hotel, 2024)
During placement, the food and beverage manager introduced me to the staff and provided me with another tour, but this time, I learned about the F&B department's methods, regulations, and procedures. Being a team member and seeing, practising, and understanding their methods made me feel welcome and sometimes required. I learned that soft skills, as well as technical knowledge, are crucial after working in this field. My communication abilities were essential while accepting guest orders and conveying their choices to the kitchen or bar. (Lapatza, 2023).  Similarly, my teamwork skills were tested when we had a busy shift and needed to coordinate our tasks efficiently.   Based on the experience that I had until the moment that I am writing this assignment, I can say that communication, teamwork, and multitasking are the main soft skills that must be developed to offer great services and manage to have a great relationship with colleagues and customers. As the days went by, I managed to improve my communication and multitasking skills by performing in all the areas of the food and beverage department and being put in different situations. It is extremely important to have great communication skills; in this way, employees and employers will be able to meet guest service standards. (Indeed, 2023).  This helped me gain experience, improve my communication skills and be more confident talking to people, as I always tried to avoid direct interactions with other people just because English is not my first language and I do not feel comfortable, especially in this type of setting and at these standards.  Language limitations may impede seamless interactions, resulting in misunderstandings, irritation, and decreased visitor satisfaction. Guests may have difficulty expressing their requirements, preferences, or complaints, while hotel personnel may find it difficult to provide the expected quality of service.  (Luckhman, 2023)
After gaining the confidence that my English is not that bad and I could handle most of the situations as an F&B employee, I started talking to customers, taking their orders and even having little conversations regarding different kinds of subjects, making me, in the end, able to offer almost the same services as the older employees and to get the satisfaction that my learning and the effort put in the placement, had been paid off.
Technical knowledge in the hotel industry, especially in the F&B department, is represented by hard skills. (Wale, 2024) Even if I did not have a diploma, at the end of the placement I can say that I learned how to prepare, present, and serve all kinds of drinks while working at the bar. By doing these practices correctly, I could offer the same services to customers almost at the same level as my other colleagues. The whole experience gave me confidence that I could, at some point, change my job and that I would be able to learn and handle the whole package of a new job without worrying too much about not being able to adapt to change.
 Going further with my reflection on the experience offered by Mercure Hotel, I will emphasise now on discussing an organisational issue encountered within the food and beverage department, and I will offer as well, what in my opinion is, the solution, to keep offering great services to the hotel customers and to be able to keep the same high standards over the time.
 For good management of a whole hotel within its departments, there must be a property management system (PMS). (AltexSoft, 2020)
The main problem found in this department is regarding their integrated system. The problem is that the card machine (PDQ) and the property management system are disconnected. In essence, the colleague must place the order on a tablet, deliver it, and then take the payment, go back to the property management system and update that the payment has been made. (LuxePricing, 2023. The fact that the two systems do not communicate between them takes away precious and essential time from the employee, who, instead of focusing on delivering exceptional services, must make sure that no mistakes are made, that the payments are carefully checked and that there will be no issues at the end of the shift when they have to balance both systems at the end of the day.
The main solution is to upgrade the Property management system.  When I asked why this had not been done until now, I had been offered as an answer the fact that another system would be costing the business a lot of money and, as since the reopening of the hotel after Covid-19, they had been investing money into refurbishments. 
Introducing a new system makes the employee's job much easier and faster, as they are losing a lot of time just by typing and not focusing mainly on the customer's needs and wants. As well, many mistakes can be made by not performing all these tasks in the right order. A property system management connected to the point of sales is the best improvement the hotel can offer its employees and customers. (Explified, 2022).
As a future action plan, I consider that after finishing my studies, I can get a place at one of the hotels where I had done placement, as I delivered good services and, with the right training, I could undertake positions that, until this term, I did not think I will be able to. I am confident that my skills can be improved, and I am open to learning more and more about delivering amazing services, not only to customers but for the company as well.


Conclusion

In conclusion, the experience offered by Mercure Hotel in Bedford made me more confident, helped me to understand better what standards and practices mean at a higher level, and offered me the chance to perform tasks and to improve my skills while observing and working there. The food and beverage department is not where I would love to work within a hotel, but I am happy that I had the chance to learn and help, leaving a good impression on me. 
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