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Food and beverage operations at Hilton Garden Inn Doncaster Racecourse are comprised of banquet/wedding services, bars, dining, and room service. In addition, Hilton Hotel's food and beverage portfolio encompasses operations from theme development to cost management (Hilton Hotels Inn, 2023). Moreover, Hilton Hotels uses an on-premise system developed in the organisation named "OnQ". Relatively, the food and beverage operational system of Hilton Garden Inn Doncaster Racecourse is associated with operations that include "inventory management", "menu planning", "quality control" and "customer service". Further, I would state the learning objectives of my placement in a supervisory role within food and beverage department at Hilton Garden Inn Doncaster Racecourse:
· I would maintain a healthy and transparent communication with my colleagues to describe the tasks. 
· I evaluate team performance reports on a weekly basis to understand the faults and supervise their tasks to understand the areas that need improvement. 
· I communicate with inventory management associates to assess the stock scenario. 
· I use my analytic and technical skills to understand customer demands and guide the employee base 
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[bookmark: _Toc182577518]1.1 Discussing experiences of supervisor in the food and beverage department of Hilton Garden Inn Doncaster Racecourse
Kolb’s reflective model states experimental learning experiences of an individual that the person gained from a professional field. In accordance, Mcleod (2024), opined that there are four stages of this model such as “concrete experience”, “reflective observation”, “abstract conceptualisation” and “active experimentation”. In “concrete learning experience stage”, a person reflects on experiences that gained from a situation. 
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Figure 1: Kolb’s learning reflective cycle 
(Source: Mcleod, 2024)
Relatively, on the very first week, I asked to manage employee performance and found that employees are not ready to accept me as a new supervisor of Hilton Hotels. I realized that I must use my ‘communication’ and ‘listening skills’ to interact with employees and guide them based on a situational demand to enrich relationships. Moreover, during my placement, I experienced conflict between customers and employees. In this situation, I listened to words of both sides and resolved the argument for serving the best food and beverage services. 
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I understand the significance of work-based skills such as communication, listening, analytic, problem solving and teamworking skills in managing a wide range of employee bases and managing operations. I learned from my experience in my previous placement, that I must listen to other's words and analyse situations to mitigate conflicts. As suggested by Misischia et al. (2022), chatbot facilitates businesses in enriching customer-related functions and influencing service quality relatively. In accordance, I must use “chatbot” while communicating with the employees to analyse the situation of restaurant and bar and resolve customer queries for an emergency purpose to reduce the risk possibilities and enhance guest service standards. Employee's disagreement of accepting me as this experience taught me to influence teamwork skills to improve employee productivity in the organization.       
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Personal and vocational growth programs and skill sets facilitate me in managing the wide employee base and understanding customer demands and needs for enhancing service experiences. Earlier, on my previous placement, I experienced that customers are going with the flow, with the trends and this emphasizes the retail brands in enlisting the trendy products in the product lists to attract customers. As opined by Zhang et al. (2021), a positive association between career growth opportunities and transformational leadership facilitates supervisors in applying the learning experiences to the real work dynamics and fuelled employee performance relatively. In accordance, I also foster a transformational leadership style for enhancing teamwork competency and enriching task management activities within the F&B industry to strengthen guest service experiences and standards. 
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Work-based skills such as communication, teamwork, analytics and conflict resolution skills facilitate individuals in managing the employees and effective communication would aid the leaders in understanding customer demands. As suggested by Ali et al. (2020), knowledge to innovation and social media activities helps an individual manage team performance and enhance team innovativeness. In accordance, within the hotel industry, I must understand customer expectations and needs to influence guest experiences with providing the best hotel services. This reflective analysis of my experience states that it belongs to the “reflective observation” stage where I thought about my learning experience in Hilton Garden Inn Doncaster Racecourse. Technical knowledge of handling staff, guest services and ways to integrate advanced technologies within the food and beverage operations would facilitate the supervisor to increase the efficiency of F&B industry operations. 
[bookmark: _Toc182577523]2.2 Examples and insights to support analysis 
For example, I want to share my professional experiences to support my insight that on the 2nd week of my employment, I experienced a vulnerable situation in inventory and one employee raised a complaint to me for the negligence of managing the inventory within an organisation that cause cost excessiveness. In this situation, I interpret the documents delivered by the suppliers by checking the dates for clarity and identifying the faults. Based on this understanding, I found that the technical knowledge of an individual must foster understanding and manage the situation. This experience is an example of how I progressed through the stages of kolb’s experiential learning cycle, moving from concrete experience to active experimentation. Additionally, Hilton Hotels Inn uses "mobile check-in" and "digital keys" within the app to check the functions over phones and improve staff efficiency (Renascence, 2024). Hence, I evaluated that I belonged to the “active conceptualisation stage” where I am capable enough to apply my learning experiences into action. 
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My placement at Hilton Garden Inn Racecourse Doncaster where I been put in position to act like a supervisor has been a great opportunity for my development (Doncaster Racecourse, 2024), characterized by diverse challenges and the opportunity to lead a dedicated team. The hotel's strategic location near the racecourse attracts various guests, each with unique expectations and needs. This dynamic environment has compelled me to focus on enhancing both guest satisfaction and employee well-being.

Key Responsibilities and Skills Development:
In my supervisory position, I have developed essential skills in team management, guest engagement, and operational efficiency. A significant part of my role involved facilitating effective communication between departments to ensure seamless service delivery. I learned to anticipate potential challenges, particularly during busy race days when guest volume and expectations were at their peak.
One notable experience I have been involved happened around the Futurity Trophy Day a well-known race that is taking place every year on Doncaster Racecourse (Wikipedia Contributors, 2024), a sudden increase in guest check-ins due to race has led to service delays in our food and beverage offerings. Realizing that quick, transparent communication with both guests and staff was crucial, I initiated a strategy to inform guests about wait times while simultaneously empowering my team to manage orders effectively.
Challenges Identified:
Despite careful planning, issues arose related to guest expectations and service delivery. Some guests expressed frustration toward staff, misattributing delays to personnel inefficiencies rather than recognizing the situational constraints. This misalignment not only affected guest satisfaction but also resulted in increased pressure on the team, ultimately leading to employee fatigue.
Training and Development Focus
To address these challenges, I recognized the need for enhanced training focused on both customer service and stress management. I organized workshops that emphasized:
•	Effective Communication Skills: Training staff on how to communicate with guests clearly and calmly, especially during busy times.
•	Conflict Resolution Techniques: Equipping the team with tools to de-escalate situations and manage guest complaints effectively.

Conclusion and Action Plan:
My tenure at Hilton Garden Inn Racecourse Doncaster has allowed me to identify key areas for personal and team development. Through reflective practice, I recognized that continuous improvement is essential not only for staff performance but also for guest satisfaction.
Action Plan for Development:
· Continued Staff Training: Regularly scheduled training sessions focused on customer service excellence and conflict resolution skills to prepare staff for challenging interactions.
· Well-being Initiatives: Expand mental health resources and promote wellness programs that encourage staff to engage in self-care practices, making support readily available.
· Feedback Mechanism: Establish an anonymous feedback system where employees can share insights or concerns about their experiences, fostering an open dialogue.
· Team Performance Encouragement: Develop a recognition program to celebrate staff achievements, reinforcing teamwork and encouraging positive customer interactions.
· Cross-Training Collaboration: Strengthen collaboration between departments by scheduling joint meetings and workshops to enhance communication and operational efficiency.
By implementing this action plan, I aim to create a supportive environment that empowers staff, reduces burnout, and enhances the overall guest experience at Hilton Garden Inn Racecourse Doncaster. 
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Figure 2: Tuckman model of group development 
(Source: Stein, 2024)
Hence, hotel authority initiated to understand customer changing behaviour and revising operational strategies to boost sales. As suggested by Stein (2024), the "Tuckman model of group development" states that team development is formed gradually and maximises employee productivity. Hotel authorities instructed the departmental leaders to analyse the situation to eliminate the risks situations.  
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