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Introduction

The Mercure Birmingham West Hotel is located in an advantageous area, serving both business and leisure guests. It operates within a competitive hospitality sector, prioritizing superior service and visitor satisfaction. The Food and Beverage department is essential in influencing visitors' experiences, directly affecting the hotel's reputation and revenue. Throughout my 10-week internship in this department, I observed Food and Beverage Manager Julija Stagorne. My principal aims encompassed:
I am gaining understanding of methods for managing food and beverages.
Understanding the administrative duties associated with food service operations is crucial.
The focus is on enhancing communication and collaboration abilities in a hospitality setting.
We are studying the requirements for quality assurance and guest service.
Investigating inventory management and cost control procedures.
This reflective journal serves to critically evaluate my experiences and their impact on my personal and professional growth.
Section 1: Reflection on Experience and Personal Development
Shadowing Julija Stagorne presented a unique chance to explore the complexities of overseeing the food and beverage department. My duties included supporting everyday operations and interacting with both personnel and tourists. Participating in the preparation and implementation of a huge event was a crucial experience, during which I noticed the critical importance of cooperation and communication in facilitating flawless service delivery.
This event underscored the need for practical skills and technological expertise in achieving guest service requirements. Efficient communication was crucial during peak service hours since we needed rapid coordination of orders between the kitchen and front-of-house personnel. I saw the significance of explicit instructions and feedback mechanisms to prevent misinterpretations and delays. This corresponds with the ASET Good Practice Guide (2017), highlighting the importance of communication in work placements.
Furthermore, I substantially enhanced my collaborative abilities. Collaborating with the culinary crew and servers imparted the significance of teamwork in a high-pressure setting. During peak service periods, the capacity to collaborate effectively as a team was essential for sustaining efficiency. I saw Tuckman's phases of group growth (forming, storming, norming, and performing) in practice, as we needed to swiftly address disagreements and define responsibilities to fulfill the service requirements.
Upon reflecting on my professional progress, I realized that my prior part-time positions in customer service really enhanced my comfort when addressing guest inquiries and issues. My capacity to adapt and address challenges improved, as I used both prior experiences and information acquired during my education. Throughout my placement, the theoretical framework from Wood's Key Concepts in Hospitality Management (2013) about efficient guest interactions played a crucial role.
Additionally, I acquired knowledge about the operational aspects of food service management. I noted that inventory management is essential for facilitating seamless service. Through stock-taking exercises, I acquired knowledge about the procedures for ordering, receiving, and storing food and beverage goods. This information corresponds with the ideas presented in Vallen & Vallen’s Check-In Check-Out (2014), which addresses the effective management of resources in hospitality environments.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The experience in the food and beverage department highlighted the essential significance of specialized work-related abilities and technical expertise in hotel management. Customer service has become an essential competency. It is essential in the hospitality sector to guarantee that each client receives timely and attentive service. I saw directly how the quality of service significantly impacts clients' overall happiness and their propensity to return or suggest the hotel.
During a rather hectic evening service, a patron expressed discontent with their food. I observed Julija's adept and compassionate handling of the issue, which led to the customer leaving the restaurant satisfied after receiving a complimentary dessert. This situation underscored the need to efficiently address guest grievances, as emphasized by Vallen & Vallen (2014), who examine the influence of service recovery on customer loyalty.
Furthermore, compliance with health and safety requirements was essential to our activities. I acquired knowledge about food safety rules and the significance of cleanliness in food preparation and serving. Comprehending these principles safeguards visitors and reduces risks for the hotel. This information corresponds with the frameworks outlined in Casado’s Housekeeping Management (2012), highlighting the significance of regulatory compliance in upholding operating standards.
The event underscored the need for technical expertise in overseeing food and beverage operations. I acquired familiarity with the software platforms used for monitoring inventories and sales. Comprehending these tools is vital for effective resource management and data analysis, which are essential for making informed choices in hospitality management (Johnston et al., 2012). Hagg (2013) highlights that contemporary management techniques increasingly depend on digital technologies for operational management.
I gained the capacity to oversee expenses related to food and beverage operations, a crucial competency for sustaining profitability. My experience with budgeting and forecasting procedures highlighted the significance of financial expertise in hospitality management, corroborating the assertions of Fallon and Rutherford (2010), who identify financial control as a fundamental element of effective hotel management.
Section 3: Reflection on Organisational Issues
During my internship, I faced organizational challenges with worker communication that impacted service performance during peak periods. On many occasions, I saw that waiters lacked clarity on menu modifications, resulting in uncertainty and delays in executing client orders. The misunderstanding adversely affected the eating experience, resulting in prolonged wait times for meals and the occasional delivery of wrong orders.
The ramifications of this problem on the department's performance were significant. The problem negatively affected customer satisfaction and increased stress levels among the personnel, who had to manage guest expectations amidst operational challenges. Upon reflection, I acknowledged the need for enhanced communication methods, particularly during peak times.
To resolve this problem, I propose doing frequent pre-shift briefings for staff to review menu changes, specials, and other relevant information. This approach may enhance collaboration and assure uniformity, in accordance with the successful management concepts delineated in Johnston, Clark, & Shulver’s Service Operations Management (2012). Furthermore, using digital technologies for real-time updates may improve communication efficiency, enabling personnel to acquire critical information swiftly.
I considered the historical approaches to similar challenges, drawing on Wood's (2013) advocacy for fostering a culture of open communication and constructive feedback. Promoting colleagues to express problems and recommendations in team meetings may enhance overall operational efficiency.
Conclusion and Action Plan
In conclusion , my internship at the Mercure Birmingham West Hotel in the Food and Beverage department has been a remarkable experience. I have acquired crucial knowledge about the operational and administrative dimensions of hotel management. My shadowing experience underscored the need for proficient communication, collaboration, and technological expertise in providing exceptional guest care.
I want to enhance my competencies in hotel management. I want to undertake more training in inventory management and customer service excellence to augment my skills. Furthermore, I will persist in pursuing professional development opportunities, recognizing that the hospitality sector is dynamic and requires continuous learning.
This internship has enhanced my understanding of hotel management and influenced my ambitions in the hospitality sector, highlighting the importance of practical experience for professional development.
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