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The hospitality industry requires a combination of technical skills, customer service abilities, and adaptability to dynamic environments. For instance, Brotherton and Shaw (1996) conducted a survey on the critical success factors for hotels in the UK, analyzing various departmental and functional aspects of hotel operations. Their findings highlighted several key elements essential for a hotel’s success, including exceptional service and customer care, high-quality staff characterized by professionalism, skills, and appearance, superior hotel product standards, financial performance in terms of revenue and profit, adherence to safety and hygiene regulations, and overall cost efficiency. 
The Food and Beverage (F&B) Department at Delta Hotels by Marriott in Swansea plays a vital role in delivering high-quality dining experiences for guests. The department provides a range of services and facilities, including a restaurant, bar, room service, and Grab & Go options to accommodate different guest preferences. (Marriott, 2025) Breakfast is served in a self-service buffet format, offering a variety of hot and cold dishes, fresh juices, tea, coffee, and pastries. Dinner is a table-service experience, where guests can enjoy a carefully curated menu with locally sourced ingredients. Bar service provides a  selection of alcoholic and non-alcoholic beverages, including cocktails, wines, and soft drinks. Room service is available for guest too and a grab and go station can offer quick snack for guests on the move.
Before beginning my placement in the department, I set the goal of acquiring various skills and expanding my knowledge in different areas. After completing the placement, I aimed to develop competencies in the following aspects:
· Learn about inventory management, restaurant setup, and hygiene regulations.
· Gain hands-on experience with food preparation and service techniques (Brotherton, 2019).
· Understand customer service standards in a hotel F&B setting (Baum, 2020).
· Improve my ability to work under pressure and time constraints (Gerritsen & Van Olderen, 2019)
My 10 weeks placement period was divided into different departments, the food and beverage department being one of them. This experience provided me with a comprehensive insight into the operations and challenges within this sector. To evaluate and reflect on my experience, I will use Gibbs’ Reflective Cycle (1988), which consists of 6 steps description, feelings, evaluation, analysis, conclusion, and action plan (Gibbs, 1988).
1. Description of experience:
The responsibilities vary between morning and evening shifts, each with distinct tasks to maintain high standards of service and guest satisfaction. During the morning shift main activities were: welcoming guests for breakfast and ensuring they had a pleasant dining experience, taking and placing orders for omelets and porridges in the kitchen, cleaning tables and preparing the restaurant for dinner, which involved arranging cutlery, glasses, decorations, and menus (Hemmington, 2017). Also for breakfast I learned to prepare different drinks like fresh juices, tea, and hot chocolate (Davis et al., 2020). After breakfast time I was polishing cutlery, mugs, glasses, and plates to maintain hygiene standards, making floor checks, refilling the bar with drinks and restocking the Grab and Go point with refreshments with F&B supervisor. 
The evening shift is divided between bar area an restaurant and involves: taking orders at the bar, making recommendations, serving guests and take payments, setting tables for dinner with proper arrangements, handling room service requests, taking guest food orders and ensuring accurate and timely delivery with the kitchen, making bills and keeping interaction with guests during dinner making sure that everything is on their expectations.
2. Feelings and emotional response:
Initially, I felt overwhelmed due to the fast-paced nature of the department. The high expectations for efficiency, multitasking, and attention to detail were challenging (Lucas, 2021). However, as I gained experience, I became more confident and adaptable, developing a deeper appreciation for teamwork and the importance of effective communication. By the end of the placement, I felt a sense of accomplishment, as I was able to handle tasks independently and contribute effectively to the team.

3. Evaluation of the Experience:
The placement provided me with valuable insights into F&B operations and allowed me to develop technical skills and industry knowledge (Morrison, 2018). 
Key takeaways included: practical knowledge of food and beverage service techniques, the ability to manage customer expectations effectively and improved teamwork and problem-solving skills in high-pressure environments. However, I also faced challenges, such as different supervisory styles and inconsistent guidance on procedures, which sometimes led to confusion among staff. 
A notable example is the differing approaches taken by two supervisors in guiding me through customer interactions during breakfast service. One supervisor instructed me to welcome guests into the breakfast area and clear tables once they had finished. In contrast, another supervisor advised me to escort guests directly to a table without allowing them to choose their preferred seating and to remove empty plates even if the guests were still at the table. As a result of these differing instructions, two situations arose where guests requested to sit at a different table after being seated. Additionally, there were instances where a table was cleared and reset while guests were still in the self-service area or waiting in line for coffee, as they had not yet completed their meal.
4. Analysis of an organizational issue:
One key issue I encountered was the lack of standardized training among supervisors. Different supervisors provided varying instructions on procedures, which created inconsistencies in service delivery as the example given (Jauhari, 2020). Another challenge was guest complaints about the availability of napkins and cutlery at breakfast, highlighting the need for self-service stations. Additionally, during dinner at evening shift I noticed that the use of manual order-taking methods slowed down operations, suggesting the need for digital tablets for order processing and billing.
5. Conclusion: 
In conclusion, I am grateful for the opportunity to take on various roles in different hotel departments within a short period of time. My experience in the Food and Beverage Department has significantly enhanced my ability to connect with customers, increased my attentiveness in the restaurant setting, and improved my teamwork skills. Additionally, I learned subtle cues and signals that helped streamline my tasks, making my work more efficient. I felt a great sense of pride when guests appreciated our efforts, and their satisfaction was evident in their expressions.
This placement enhanced my understanding of F&B operations and provided me with workplace skills essential for a career in hospitality. While I successfully met my learning objectives, I also identified areas for improvement within the department. The experience reinforced the importance of adaptability, teamwork, and communication in delivering high-quality service (Jones & Lockwood, 2019)
 I learned also that a food and beverage supervisor has a lot of responsibilities like: Initiate the day’s operations by unlocking dining areas, verifying that all equipment is functional, and ensuring the cleanliness and readiness of the restaurant for breakfast service, inventory and stock management, guest interaction by engaging with guests during breakfast hours to gather feedback, administrative duties, for example review reservations, plan seating arrangements, and coordinate with other departments to accommodate special requests or dietary needs and closing procedures, ensure that all closing tasks are completed, including cleaning, securing inventory, and setting up for the next day’s operations. (Fallon, M. & Rutherford, D. , 2010)
6. Action plan for the future:
After this period I plan to get more training and certifications, maybe to gain same experience in events or to gain experience in supervisory roles to develop leadership skills, to learn more about brand commitment to quality and guest satisfaction, to research technology solutions for F&B operations, such as digital order-taking systems (Deloitte, 2021). Also I would like to continue improving customer service skills, focusing on handling guest complaints efficiently as I noticed that sometimes I don’t find the right answer instantly. 
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