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Introduction
The hotel's food and beverage department cater to multiple guest needs as part of a comprehensive and dynamic operation. The dining experience at Coldra Court Hotel offers three options: a refined restaurant specialising in local produce, a contemporary bar, and 24-hour room service available for guests. The hotel's banquet halls accommodate events for up to 200 guests. The F&B department provides restaurant patrons with high-quality dining service, while banquet events feature buffet showcases or traditional plated presentation options tailored to diverse guest requests.
As the department's primary user groups, business travellers require efficiency, leisure guests seek luxury, and event attendees expect seamless service. Audiovisual systems cater to a diverse clientele that demands superior organisational execution and top-tier guest assistance.

Placement Learning Objectives
· Gain practical knowledge through active participation in supervisory work tasks.
· Guest service standards benefit from both employee work-based competencies and technical subject expertise.
· The objective is to enhance communication skills, team collaboration, and document control methods.
· Study guest service techniques alongside strategies for maintaining quality assurance.
· The placement experience provides valuable insights into staff leadership, training provision, and effective resource management.
· Consider organisational challenges and develop practical solutions.

Reflection on Experience and Personal Development 
Model of Reflection 
Gibbs' reflective cycle (2001) structures this analysis through its systematic methodology, allowing users to review practical experiences and determine their impact and necessary improvements. This model promotes critical thinking through six stages: description, feelings, evaluation, analysis, conclusion, and action plan. The cycle continuously repeats, enabling users to assess their personal and professional development.
Experience of Shadowing a Supervisory Role 
As part of my placement in the Food and Beverage (F&B) department at Coldra Court Hotel, I observed the supervisor's activities, including staff briefings, quality control, and handling guest complaints. The supervisor’s method for resolving delayed order complaints involved empathetic communication and compensation while demonstrating how conflict resolution safeguards service standards (Kim, Sang-Ho, 2009).
My placement experience involved applying operational management principles, particularly in managing guest requests efficiently to uphold high service standards. During peak operational hours, I reorganised my workflow while maintaining effective communication with team members. This experience validated my learning from my Operations Management and Business Communication courses, directly aligning with Herzberg’s motivation theory. Exposure to supervisory techniques for task allocation under high-pressure conditions helped sustain smooth operations and an enjoyable guest experience.
Impact of Academic Learning and Prior Experience 
The academic programme I followed at Levels 4-6 shaped my approach to teamwork, communication, and task organisation. My courses on service quality and organisational behaviour taught me about guest expectations and team dynamics. My understanding of how staff motivation influences service delivery deepened through Herzberg’s Two-Factor Theory.
My prior part-time experience in hospitality roles at Coldra Court Hotel enabled me to collaborate effectively and adapt to evolving service situations. The practical exposure during my placement bridged the gap between theory and practice, contributing to my comprehensive managerial expertise in hospitality management.

Critical Analysis of Work-Based Skills and Technical Knowledge 
Importance of Skills and Knowledge 
Delivering excellent guest service in the hospitality industry requires a combination of technical knowledge, standard operating procedures (SOPs), hygiene standards, and essential work-based competencies such as teamwork and adaptability. The SERVQUAL model, developed by Parasuraman et al. (1986), assesses service quality based on reliability, assurance, tangibles, empathy, and responsiveness. Tamanna (2020) highlights the continued relevance of this framework, attributing its authorship to Parasuraman, Zeithaml, and Berry (1986).
Coldra Court Hotel faced service efficiency issues due to staff shortages, resulting in service delays and dissatisfied guests. The hotel could benefit from implementing industry-leading strategies, such as Marriott’s cross-training model and Hilton’s AI-based scheduling system. Investment in staff adaptability and digital systems would allow operators to maintain guest satisfaction even during staffing challenges.
Technical expertise in SOPs and hygiene protocols is crucial for regulatory compliance and guest expectations. According to Baum (2013), adherence to these standards fosters trust and ensures guest safety, thereby enhancing customer loyalty. When hospitality professionals develop these competencies, they provide superior and consistent guest experiences, improving departmental performance.
Application of Skills and Knowledge 
A fully booked dinner service ran smoothly due to effective teamwork and clear supervisor guidelines, which prevented delays and demonstrated the importance of collaboration and communication in meeting guest expectations.
For banquet setups, staff adhered to table placement and hygiene protocols as specified in their SOPs (Pizam & Shani, 2009). The supervisor’s prompt understanding of food safety procedures ensured dietary accommodations were met without compromising service quality.
Relevance to Guest Service Standards 
These skills and knowledge areas underpin reliable, high-quality service, leading to guest satisfaction. Hayes and Ninemeier (2009) emphasise that teams consistently executing SOPs create positive guest experiences and build trust, fostering customer loyalty. The department maintains operational excellence and a strong reputation through technical expertise and adaptability, enhancing efficiency.

Reflection on Organisational Issues 
Organisational Issue 
Encountered Staff shortages posed a significant challenge during my placement at Coldra Court Hotel, particularly during peak service hours. Insufficient personnel led to service delays, overworked staff, and dissatisfied guests. The inability to uphold service standards due to inadequate staffing resulted in operational inefficiencies and lower customer satisfaction.
Staffing shortages are a common challenge in the hospitality industry. Baum et al. (2020) highlight that staff deficits contribute to physical exhaustion and reduced morale, exacerbating employee turnover and negatively impacting service quality. Leading hotel chains such as Hilton and Marriott have adopted AI-driven scheduling systems and multi-skilling training programmes to improve workforce management during peak periods.
Analysis of the Issue 
The staffing shortfall diminished employee satisfaction and service quality. Herzberg’s Two-Factor Theory (2017) suggests that employee motivation is closely linked to adequate staffing levels. A lack of personnel negatively impacted staff morale and productivity, reducing job satisfaction.
Unstructured service delivery adversely affected guest experience. Guest satisfaction depends on SERVQUAL dimensions such as responsiveness and reliability, both of which declined due to inadequate staff allocation. According to Lewin’s Change Management Model (1947), sustainable workforce planning improvements require restructuring staffing models, optimising scheduling systems, and reinforcing long-term strategies.
Proposed Solutions
 Coldra Court Hotel should implement predictive scheduling software to optimise workforce planning. Marriott and AccorHotels use AI-driven systems to forecast demand fluctuations, allowing them to adjust staffing levels accordingly (Baum, 2018). Hilton’s model of cross-training employees for multiple roles fosters flexibility, as Goh & Okumus (2020) suggest. These strategies enhance employee satisfaction, maintain service quality, and strengthen the hotel’s reputation.

Conclusion and Action Plan 
Through my placement experience, I learned that leadership, attention to detail, and adaptability are essential for success in the F&B industry at Coldra Court Hotel. Hands-on experience in supervisory duties, team coordination, and guest service monitoring reinforced the importance of effective communication and time management in operational success.
This placement deepened my understanding of key industry skills, including POS systems, resource allocation, and conflict resolution, all of which contribute to guest satisfaction and service excellence.
As a result of this experience, I have chosen to pursue a career as an F&B manager. Exposure to managerial responsibilities and operational challenges has prepared me for future leadership roles, laying a strong foundation for career development in hospitality management.
To further develop my skills, I plan to:
· Enrol in advanced hospitality management training programmes.
· Seek additional managerial experience through leadership roles in full-time or part-time employment.
· Attend industry workshops and conferences to stay updated on trends and best practices.
· Establish a professional network by engaging with industry leaders and joining associations such as the Institute of Hospitality to enhance my personal and professional growth.
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