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[bookmark: _Toc192248623]Introduction
The Food and Beverage Department of IBS Stratford is dedicated to delivering premium eating experiences to all hotel visitors. The department contains multiple service areas, including a restaurant division, a banquet division, and in-room dining, which focuses on guest satisfaction and hotel reputation maintenance (Cousins and Weekes, 2020). The hotel depends on this department to preserve its luxurious standards. The work environment at this department enabled me to achieve hands-on experience with operations management and service administration alongside team coordination duties under real-time conditions. The practical experience enabled me to build critical abilities as well as a more profound understanding of industry practices.

Some of the key learning outcomes from this placement include:
· Gaining hands-on experience in the food and beverage industry.
· Improving communication and teamwork skills, particularly at a supervisory level.
· Understanding different levels of guest service expectations.
· Enhancing knowledge of hygiene standards and service conditions in the food processing industry.
· Strengthening problem-solving skills in real-time service settings.

[bookmark: _c04sru1nmao]

[bookmark: _Toc192248624]Section 1: Reflection on Experience and Personal Development
This reflection is based on Gibbs’ Reflective Cycle (1988), a model that facilitates structured analysis of experiences through six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (ADOM, 2022). This model was chosen over Kolb’s Learning Cycle (1984) and Schön’s Reflective Model because of its structured critical thinking and self-reflection approach.
[bookmark: _ks0ucx5pt8x8]Description
As part of my placement, I shadowed Mariana a Food & Beverage supervisor at IBS Stratford. My responsibilities included monitoring service standards, ensuring smooth coordination among staff, and facilitating communication between the front-of-house team and kitchen staff (Hagg, 2013). Observing how supervisors handle operations under pressure provided valuable insights into industry challenges and best practices.
[bookmark: _76fcr5h9p048]Feelings
Initially, I struggled with adapting to the fast-paced nature of the role. However, as I gained more exposure, I developed confidence in guest interactions and operational management. The experience significantly improved my ability to handle service-related challenges.
[bookmark: _melquoan2uy7]Evaluation
Positive aspects included learning from supervisors who motivated staff and maintained high service standards. However, I faced challenges in managing peak-hour traffic, which required quick decision-making and adaptability (Fallon and Rutherford, 2010).
[bookmark: _d0mp9qfwhuxp]Analysis
This experience reinforced the importance of team coordination, organisational skills, and compliance with food safety regulations. Adapting to guest expectations and implementing hospitality policies were crucial in ensuring smooth service delivery.



[bookmark: _4eggz9vrftby]Conclusion
A key takeaway from this placement was the need to be more proactive in problem-solving, especially during service disruptions.
[bookmark: _7246c7l2e327]Action Plan
In future career, I aim to engage more actively in decision-making and conflict resolution to strengthen my supervisory skills.

[bookmark: _Toc192248625]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _3a5uhh5ykkv4]Description
While shadowing in IBS Stratford’s Food & Beverage department, I observed how supervisors-maintained service excellence at a Michelin-star level. Mastering table service, menu knowledge, and upselling techniques was crucial in enhancing the guest experience (ASET, 2017).
[bookmark: _2vlszbwdvnmw]Feelings
Initially, I was overwhelmed by the speed and efficiency required. However, I soon adapted, appreciating the level of detail involved in service delivery (Johnston et al., 2012).
[bookmark: _hkevdpqpmpyg]Evaluation
A significant learning moment was witnessing a supervisor effectively handle a guest’s special meal request. Instead of denying the request, they suggested a customized alternative, ensuring guest satisfaction. This demonstrated the importance of problem-solving and guest communication in hospitality.
[bookmark: _irntgnixaycw]Analysis
This experience highlighted the necessity of strong communication, teamwork, and multitasking in a high-end hospitality setting (Walker, 2021). Understanding wine pairing, allergen awareness, and fine dining etiquette further enhanced my knowledge.
[bookmark: _ygsduxi6ow98]Conclusion & Action Plan
Moving forward, I plan to deepen my understanding of fine dining services and guest relationship management to align with luxury hospitality standards.
[bookmark: _Toc192248626]Section 3: Reflection on Organisational Issues
One of the major challenges in the Food & Beverage department was the shortage of staff during peak hours, which led to delays in service delivery and reduced guest satisfaction.
[bookmark: _4x476clyy9l2]Description
This issue was particularly evident during high-demand periods, such as afternoon tea service and banquet events, where understaffing resulted in long waiting times and operational inefficiencies.
[bookmark: _h1x3x5s5npu9]Feelings
The staffing issue created stressful conditions for both supervisors and employees, leading to low morale and ineffective communication between management and staff.
[bookmark: _bbuybjtej5dj]Evaluation
Despite the strong teamwork among employees, the lack of sufficient staff compromised the hotel’s service standards and overall guest experience (Martin, 2020).
[bookmark: _d0v94x3jssa0]Analysis
According to Herzberg’s Two-Factor Theory, inadequate staffing negatively impacts employee motivation and performance (Galanakis and Peramatzis, 2022). Potential solutions include:
· Optimizing staff schedules using predictive planning models (Vallen and Vallen, 2014).
· Implementing cross-training programs to increase flexibility among employees.
· Hiring temporary staff during peak seasons to balance workload demands.

[bookmark: _s509t8y94i8]Conclusion & Action Plan
Improving workforce management strategies will enhance operational efficiency and guest satisfaction, aligning with IBS Stratford’s luxury hospitality positioning.

[bookmark: _Toc192248627]Conclusion
My placement in the Food & Beverage department at IBS Stratford has been invaluable in developing technical, interpersonal, and operational skills. I have gained insights into service excellence, team management, and problem-solving in hospitality. This experience has strengthened my aspirations to pursue a leadership role in the industry.

[bookmark: _Toc192248628]Action Plan
	Goal
	Action
	Timeline
	Resources Needed
	Expected Outcome

	Improve leadership skills
	Seek additional supervisory roles
	3-6 months
	Mentors, training
	Stronger team management skills

	Enhance communication
	Attend conflict resolution workshops
	2-3 months
	Online courses
	Better guest interaction

	Deepen knowledge of food safety
	Enroll in certification programs
	1-2 months
	Training modules
	Improved compliance

	Gain operational experience
	Take on more managerial tasks
	Ongoing
	Supervisor feedback
	Broader industry exposure









[bookmark: _Toc192248629]Reference
ASET (2017) Good practice guide for work-based and placement learning in higher education. Sheffield: ASET.
Casado, M. (2012) Housekeeping management. 2nd edn. London: Wiley.
Daniel, C.N. and Berinyuy, L.P., 2010. Using the SERVQUAL model to assess service quality and customer satisfaction. An Empirical Study of Grocery Stores in Umea. Umea School of Business, pp.1-78.
Fallon, M. and Rutherford, D. (2010) Hotel management and operations. London: Wiley.
Gibbs, T. and Kharouf, H., 2022. The value of co-operation: an examination of the work relationships of university professional services staff and consequences for service quality. Studies in Higher Education, 47(1), pp.38-52.
Johnston, R., Clark, G. and Shulver, M. (2012) Service operations management. London: Pearson.
QAA (2018) UK Quality Code, Advice and Guidance: Work-based Learning. London: QAA.
Robson, I., 2022. Reflection and Learning. In The Reflective Leader: Reflexivity in Practice (pp. 5-24). Emerald Publishing Limited.
Rughubalan, G. (2009) Hotel housekeeping: operations and management. Oxford: Higher Education Press.
Sicora, A., 2024. Reflective practice in social work education: Learning from ‘difficult’experiences in field practice. In The Routledge International Handbook of Social Work Teaching (pp. 294-309). Routledge.
Wood, R.C. (2013) Key concepts in hospitality management. London: SAGE Publications Ltd.




[bookmark: _Toc192248630]Appendix
Weekly Progress Tracker
	Week
	Date
	Department
	Tasks Performed
	Challenges Faced & Lessons Learned

	Week 1
	04.02.2025
	Induction
	Met with staff from front desk, housekeeping, and restaurant
	Understood team structure and roles within the hotel

	
	05.02.2025
	Office (Management)
	Learned about payroll, rota scheduling, and room pricing
	Gained insights into financial operations and workforce management

	Week 2
	11.02.2025
	Front Desk
	Learned check-in/check-out procedures, handled customer complaints, responded to email inquiries
	Improved communication skills, and learned how to handle guest issues professionally

	
	12.02.2025
	Front Desk
	Continued learning check-in/check-out, guest inquiries, and complaint resolution
	Developed confidence in handling guest interactions

	Week 3
	18.02.2025
	Housekeeping
	Learned room organization, maintaining cleanliness standards, proper chemical usage, and self-protection
	Understood hygiene protocols and their importance in guest satisfaction

	
	19.02.2025
	Housekeeping
	Continued learning cleaning standards, organization, and safety measures
	Strengthened knowledge of efficiency and health regulations in housekeeping

	Week 4
	25.02.2025
	Restaurant
	Assisted in setting tables, cooking, serving guests, and cleaning for a 60-guest dinner
	Learned time management and teamwork in food service operations

	
	26.02.2025
	Restaurant
	Assisted in managing a 105-guest dinner, including table decoration, food preparation, and service
	Experienced high-pressure service environment, improved multitasking skills
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