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1. [bookmark: _Toc198395492]Introduction 
The tranquil environment and excellent service at Forest Pines Hotel in North Lincolnshire have given it a 4-star rating. The hotel is operated by The QHotels Collection. It serves leisure and business travellers and is equipped with championship golf greens, a top-notch spa, and many convenient event facilities. The Food and Beverage department features a formal restaurant, a cosy bar lounge, room service and can be used for weddings, conferences and events (Abdullah et al., 2023). Moreover, guests can order food from the menu, choose buffet breakfasts or enjoy afternoon tea for something different. Furthermore, the purpose of this report is to give a critical explanation of my time spent in the F and B department during my placement. The goal is to assess how much I have improved at work, compare it to my earlier experience and suggest how the service might be improved.
2. [bookmark: _Toc198395493]Section A: Reflective cycle
I used Gibbs' Reflective Cycle (1988), with six steps, to reflect on a key experience at Forest Pines Hotel. Description, feelings, evaluation, analysis, conclusion and action plan  (Adeani et al., 2020). Using this model, I can reflect deeply and clearly about my actions, leading to better improvement strategies.
[image: Gibbs' Reflective Cycle | Reflection Toolkit]
Figure 1: Gibbs Model
Source: (Adeani et al., 2020). 
Description
The dinner was delayed during a large banquet because the kitchen staff experienced some delays. Part of my job as a Food and Beverage Assistant was to arrange guest seating and serve at the tables (Abdullah et al., 2023). The table at the front started complaining about waiting a long time, which resulted in continued frustration among the guests.
Feelings
I was feeling frustrated and under too much pressure from the situation. I tried to act calmly and professionally, but I was unsure how to deal with the guests' problems without overpromising. I was also hesitant to talk with my boss, worried it could negatively reflect on my work.
Evaluation
My initial reluctance did not stop me from informing the supervisor (Goh et al., 2022). The supervisor calmed everyone, offered some complimentary drinks, and gave accurate information about the kitchen delays. Moreover, the supervisor's manner of acting comforted the guests and calmed the growing stress. Furthermore, it became clear to me that being prepared to talk and maintain composure during stressful times has great value.
Analysis
In the analysis, being a good leader and showing empathy are very important for great guest service. In contrast, how the supervisor discussed and decided, the situation did not become a complaint, and the guest's stay was not disturbed. Conversely, I realised that being open and noticing the feelings of guests can resolve many negative moments. Subsequently, I realised I needed to handle problems by speaking up more confidently and rapidly (Yang et al., 2020).
Conclusion
I realised that adequate supervision relies on being visible, calm, receptive and having authority (Yang et al., 2020). Subsequently, if leaders are present and clear in their communications, they can significantly help their team perform well and satisfy guests. 
Action plan 
	Objective
	Action Step
	Timeline
	Expected Outcome

	Improve leadership and service issue management
	Attend a hospitality leadership workshop focused on real-time service challenges.
	Within 2 months
	Gain practical tools to manage team performance and guest satisfaction

	Develop assertiveness and problem-solving skills
	Practice conflict resolution scenarios with peers (Yang et al., 2020).
	Ongoing (weekly)
	Build confidence in handling guest complaints and team challenges

	Enhance communication and teamwork performance
	Regularly seek supervisor feedback on guest interaction and teamwork (Ghazi Mahafzah et al., 2020).
	Every 2 weeks
	Identify strengths and areas for improvement to support professional growth.


Source: (Author)
3. [bookmark: _Toc198395494]Section B: Development Journey
3.1 [bookmark: _Toc198395495]Experiences from studying at Level 4
During my Level 4 placement, I worked in a small independent hotel that served basic food and drinks. Forest Pines Hotel is instead a four-star hotel, part of the luxury The QHotels Collection chain (Wilson-Mah, 2023). Forest Pines catered to a mix of guests: those on business trips, leisure visitors and people attending events, while my Level 4 primarily saw local guests. Forest Pines' team had a larger staff, and each person had a clear job role, along with thorough training (Wood, 2024). Guests could use digital systems to order food and make online reservations. Moreover, there were similarities such as keeping up with a fast-moving environment, cooperating with others and ensuring everything was done quickly at busy hours (Wilson-Mah, 2023).
Learning outcomes
1. Participated in covering various managerial duties, observing how to handle pressure in the Food and Beverage team.

2. Moreover, learning important skills in guest care, speaking with customers and teamwork by addressing real challenges while working at events and busy periods.
3. Monitored and assessed how managers faced service disruptions, studying the effect of their leadership on both guest experience and employee performance.
4. Adopted management lessons about sustainability and safe food to serve customers better and follow proper conduct in a luxury hotel environment.
5. Furthermore, discussing ways to overcome inconsistent training, mentioning the importance of well-organized onboarding and ongoing development for staff to keep F&B quality high
3.2 [bookmark: _Toc198395496]Reflection on Module Learning
The knowledge from Level 4 about place, standard rules and safety rules helped me during my time at the hotel. Moreover, it became clear that preparation sets things in order, and checklists help keep the food clean and follow the rules. Moreover, studying the Sustainable Hospitality and Tourism Management module made me consider the importance of sustainability in this field. Forest Pines was eco-friendly by sourcing foods close by, offering paperless menus and donating unserved meals to charitable organisations (Dopson and Hayes, 2020). Furthermore, connecting what I learned in the classroom with what I do in practice made me better understand and enjoy sustainable hospitality operations.
4. [bookmark: _Toc198395497]Section C: Service Improvement Proposal
Lack of consistency in staff training was a key problem I spotted in the FandB department at Forest Pines Hotel during my placement. While several staff members were confident and knowledgeable about the menus and food safety, some lacked basic skills and were not ready to help the customers. Since training was not the same for everyone, there were problems with how services were delivered, and it made things tougher for management, who often had to help their less experienced colleagues (Wood, 2013). Therefore, the team's overall performance lowered, and sometimes, the desired professionalism was not met in the four-star hotel environment.
The problem could be seen most clearly during times like breakfast and when an enormous banquet was prepared. Moreover, it was noticeable that there were delays in food being served, people not knowing where to sit, I mixed up my order and many customer complaints due to a lack of understanding from the staff (Wood, 2013). According to my conversations with colleagues, many new rentals were not given any formal induction and were instead supposed to pick up the skills by watching how others worked. Moreover, functioning in a smaller team is not ideal in a large and speedy hospitality environment since regularity matters (Hagg, 2013).
I would like to introduce a three-step action plan. Start by ensuring all new staff participate in a formal induction, shadowing others in the team and learning about the menu, service expectations and how to deal with allergies (Hagg, 2013). Moreover, monthly sessions for training staff, reviewing service basics, interacting with guests and resolving any problems. Furthermore, regularly gather and study feedback from guests to ensure all services are up to standard and spot any problematic areas. However, adopting these new ideas will help Forest Pines improve both its employees’ work and how guests feel, ensuring the hotel does well in the future and keeps its staff members (Davis et al., 2018).
5. [bookmark: _Toc198395498]Conclusion 
Working at Forest Pines Hotel has opened my eyes to the difficulties and procedures in the luxury hospitality Food and Beverage sector. By reviewing my experience, I learned more about supervision, working with teams, and how services are provided. I achieved all three learning objectives according to what I set out to do. We need to work on better ways to communicate in a lively workplace, connect with customers, and understand what it means to supervise others. Moreover, the company increased how confident, adaptable and skilled I was at solving problems.  However, my hospitality experience has prepared me more for a career, as it has helped develop both my professional abilities and my understanding of industry norms.
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