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Introduction
Guest service depends critically on the F&B department of the Hotel Mercure Birmingham West. Among the offerings of this section are restaurant, bar, banqueting and room service. Excellent customer service is absolutely essential to meet guest expectations and offer them exceptional dining experiences; it also helps to preserve quality standards and control efficient operations (Abdullah et al., 2022). The food and beverage operations consist of well defined procedures, group efforts, and efficient coordination across the several departments in order to assure that the flow of service is continuous.
Learning Objectives
· Acquire knowledge of F&B operations and supervision.
· Learn the basics of serving food and drinks
· Look at how teamwork, communication affect service standards. 
· Watch managers to learn how to handle conflicts and solve problems 
· Better manage your supplies, plan your menu and daily activities
· Focus on making sure guests get good quality service
Section 1
Concrete Experience:
I shadowed a supervisor in the food and beverage section of my placement and took part in a number of operational tasks including breakfast service management, lunch preparation assistance and bar area oversight. I watched how managers managed chores such staff schedule management, guest particular requests, and seating configurations. This event gave a chance to see technical knowledge and work-based abilities put to use guaranteeing excellent standards of guest care (Singh & Jaykumar, 2019). Managing the breakfast rush was one of the main chores I helped with; it involved guaranteeing timely service, handling client complaints, and working with the kitchen crew.
Reflective Observation:
I came to see how much technical expertise and soft abilities like communication and problem-solving control guest expectations (Khan et al., 2023). During peak times I noticed how staff worked together to create operational success. Later on, I discovered that good attitudinal culture of the department and improved visitor experience result from the combination of planned activities by supervisor intervention and positive staff recognition. This clarifies the effect on team morale of guest satisfaction.
Abstract Conceptualization:
From this experience, I realised that emotional intelligence and leadership abilities are absolutely vital and that the tools required for controlling guest service expectations transcend mere technical knowledge. By displaying emotional stability and empathy the supervisor released stress and directed the team towards excellence. To succeed customer-centric companies need to establish emotional intelligence as suggested by Reilly (2018). A productive environment is formed by clear internal communication that improves guest experiences as stated by (Rajagopal, 2020). My own experience confirmed this point of view since I saw myself how flawless operations resulted from the supervisor's exact directions and feedback.

Active Experimentation:
With what I've learnt from this experience, I'm going to work on getting better at being a leader, especially when it comes to emotional intelligence and being able to change to new situations. Going forward, I will take advantage of any chances I get to lead small tasks, work on my communication skills with team members and guests, and try to stay cool and focused on finding solutions to any problems that come up. Applying the positive tactics, I witnessed while prioritizing godliness to unhappy customers will boost my mission to maintain excellent client satisfaction (Gómez-Leal et al., 2021). This experience changed my understanding of guest service and taught me how to manage worker and tourist expectations in busy environments.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are significant in the F&B department alike that is play a role in the high-quality guest service (Luo et al., 2019). At the Hotel Mercure, I observed as well as practiced some important qualities such as time management, the ability to do more than one task at a time, and supervisory skills, which are necessary in order to achieve the most productive and most efficient delivery. 
Time Management:
It is the capacity of time management that is very significant in the food and beverage department especially since busy times can be a real-source of stress. The supervisor showed the great skill of efficient time management during the early morning shift and maintained a good balance among various tasks such as seating guests and communicating to the kitchen staff. This particular competence guaranteed the ordering and serving of the guest meals would be done rapidly thereby reducing the waiting time for the guests to be served and improving the overall experience. The assessment supports the discovery of (Nieves & Segarra-Ciprés, 2014) that time administration has an encouraging outcome for customer throughput in service facilities by helping to mitigate delays.
Multitasking:
The other essential skill in the F&B operational arena is multitasking. In my workplace, I was often called upon to do several tasks simultaneously, such as placing orders, letting the kitchen know what the guests wanted, and checking if the items were still in stock. This episode taught me about how significant it is to manage multiple things while greeting customers without giving up the quality of the service. Jang et al. (2019) are of the opinion that being able to handle several activities at the same time is very important in such fast-paced places as catering, where many people are interacting with the staff at the same time and therefore need to be alert and responsive.
Supervisory Skills
While I was shadowing, I realized that the supervisory skills such as clarity in giving instructions, handing over tasks, and how to manage guest complaints were the most critical. I witnessed how the quality of leadership brought about a happier and competent staff who were more efficient in dealing with the customers. For instance, during one catering event, the boss clearly assigned a specific duty to each employee, thus, the process was a success. This slightly provides a guide on how to supervise staff so that things go well without customers having to worry about the service. (Markoulli et al., 2016) research highlights that supervisors in the hospitality industry have a big influence on the way employees behave, work, which in turn affects the service. 


Section 3: Reflection on Organisational Issues
The Food and Beverage (F&B) area of Hotel Mercure Birmingham West has staffing shortages, especially during busy times. Hotel service quality depends on staffing, hence low staffing might hinder guest service. 
A staffing shortage affected various departmental areas. During busy meal times like breakfast and banquets, the limited crew had to take on more, which caused service delays. Guest wait times increased, and staff struggled to meet demand. Since personnel lacked the personalised attention needed at a hotel, client service suffered. Maslow's hierarchy of needs shows that employees' basic needs for safety and security and higher-level demands for esteem and belonging were not met, affecting their motivation (Soni & Soni, 2016). 
A more flexible schedule with part-time or temporary workers at busy seasons could solve the staffing challenge. This technique can maintain service standards and reduce demand on full-time workers. Cross-training individuals from other departments gives more flexibility if extra staff is needed. Cross-training lets staff be redeployed based on demand, reducing reliance on certain staff members (Mou & Robb, 2019). 
The processes of demands analysis and planned shifts in labor qualify as effective workforce planning to reduce staff shortages. Workforce management software includes forecasting software that will enable hotel managers to predict peak demand and hence manage available staff accordingly (Ashton, 2017). Meanwhile, managers can mitigate the impact of the staff burden and skill growth slowdown by matching the application of the Burden Management Theory with the impressions of the team as well as supervisory support to develop the more favorable atmosphere-fewer time conflicts and jobs of growth and development for the staff members (Liu-Lastres et al., 2022). Also be able to better grasp staff burden and allocate duties to uphold output and morale. 
Conclusion and Action Plan
My time in F&B taught me how staffing, operational planning, and team dynamics affect service quality. I learnt how organisational concerns like staffing effect visitor pleasure, team performance, and service quality by shadowing the supervisor. 
This event stressed the need of technical and interpersonal abilities for leadership. By completing hotel management courses, I hope to improve my leadership skills, especially in workforce management and crisis resolution. I may also shadow supervisors in other areas to obtain more expertise managing team dynamics during busy seasons. These learning exercises will help me handle organisational problems and advance my hospitality career.
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