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During placement in the food and beverage department I was the only student. I was given responsibilities in many areas, from polishing cutlery to serving the guests. Most of the time I have spent in M Lounge. This is a lounge where the guests from the hotel had their breakfast and dinner. Besides polishing I also cleaned the tables and provided food when needed. During my time in M lounge, I also had the opportunity to serve the guests and to talk to them. 
Before I started my shifts in food and beverage department, I was expected to be all day in the kitchen, cutting vegetables, polishing cutlery, plates and glasses, and receiving orders. As my colleagues shared their experience with me, I was prepared for long days. First day was exactly as I imagined, I stand up for 8 hours and polishing cutlery. That was an exhausting long day. The next day I went to the hotel I was placed in the M lounge. I was feeling more natural as I have experience in serving in restaurants. Also, my colleagues noticed my attitude and mood change. 
The positive aspects of this experience were that I had the opportunity to meet new people, employees but also guests. I improved my communication skills and language skills; I observed the management and the communication between employees and the employer. There were also negative aspects of this experience. Because of the language barrier some of my colleagues did not understand the order of a guests which made the guests very angry in the morning.
In my opinion this problem occurred because the management team should have employees in this department, with excellent communication skills. The waiters are the first people that the guests interact with therefore they must provide an excellent service for such a prestigious company. I offered to take orders and to serve the guests because I was confident that I could deliver the service they expected. I have measured my progress and my improvement by the positive feedback and tips that I received from the guests, I had the opportunity to talk to them find their stories. There have been guests from all over the world and this interaction helped my communication skills, my confidence and they enlightened my day. I have noticed that they were regular customer who have loyalty programme, which means they were regular customers. Some of them were very upset about the poor service quality.  According to Nishi (2020) the link between value, satisfaction and customer retention is a key variable for a successful business. Besides language barrier there was also keeping a positive attitude. Marriott hotels come always as a first choice especially for business encounters therefore the employees must have always a positive attitude. However, the long hours, short breaks and the hotels always being busy it is difficult for employees to keep a positive attitude. One of my colleagues has family problems and he did not have a positive attitude and he misunderstand an order. Although, he apologized, but the guests made a complain about his service. Because of this situation, my colleague received penalty for his behaviour from the manager. This situation could have been avoided if the employee would have maintained a positive attitude, or the manager could understand the situation. For me, personally, was impossible to help but to understand the process. 
To conclude, from this placement I developed my communication skills, teamwork skills, interpersonal skills, attention to details. I understood how a business should work and the importance of the guest services and employees management. Even if I started from polishing cutlery, it was the first step to introduction in a developed department which include lots of responsibilities, skills. I have learned from both positive and negative aspects of the placement. Although I could not intervene in the issues with the guests and other employees, I understood the errors and I developed necessary skills to avoid this situation and also solve them with a positive attitude. I also learned that the customer is the main key in every business. The success of a business is measured by the reviews, the loyalty, the service the company provides, the attitude towards the customer. Hospitality and tourism industry is one of the most important industries for customer, therefore the service it provides must be impeccable. 
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