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Novotel Wembley Hotel is a four-star hotel in Wembley Park, London, with standard features and excellent customer care services. The food and beverage service is an essential element of the hotel, and it includes a fine dining restaurant, a chic bar, and an elaborate catering service. Being a restaurant and a bar, clients can taste various dishes and drinks based on foreign and traditional British cuisine. The banquet service aims to provide solutions for business meetings, dinners, parties, and other important events, making each event unforgettable.
While undertaking my placement at Novotel Wembley Hotel, I was given a supervisory role within the food and beverage department. My tasks entailed participating in staff meetings, monitoring interactions between guests and staff, and participating in the day-to-day running of the facility. I was involved in team meetings, usually witnessed how customers’ complaints were dealt with and gained insight into inventory control and staffing. For this reflection, I utilised Gibbs’ Reflective Cycle, which includes six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan). This model is essential in evaluating my experience and demonstrate why work-based skills and technical know-how are vital in delivering guest service standards.
My primary learning goals related to the food and beverage department of the hotel were to gain an understanding of the supervisory role and its duties, to enhance my guest and colleague communication skills, as well as to develop the knowledge of how to manage tasks and coordinate the work of a team properly. I also intended to enhance personal and professional growth in problem-solving, especially in cases where a guest has a complaint and gain an understanding of inventory control and staff scheduling within the department. In pursuing these objectives, I aimed to increase my awareness of the critical competitive competencies and the technical expertise necessary to deliver exceptional guest service.
Reflection on Experience and Personal Development
The shadowed experience of a supervisory position in the F&B department gave me a view of the thousands of operations that go into managing guest services. It underlines the tenets of planning, coordination, and real-time problem-fixing to meet guests' expectations, as Wood (2013) also elaborates. Reflecting on this shadowing experience, I noted that such a position required good communication and teamwork to ensure seamless operations (Fallon, Rutherford (2010). Teamwork was also necessary to ensure the pick hours were taken care of, thus ensuring all the services were offered as required.
Previous workplace and university experience has helped me note the values and skills required in the F&B industry. For instance, as I used theoretical knowledge about hospitality management in the coursework, I could apply it in practice while being placed. In that way, I learned how to distinguish the different styles of the supervisor's approach to communication and realised that one should be clear when giving instructions and handling the guests. It helped me understand the need to work harder and with more coordination to meet organisational goals, especially during peak times. Another lesson I gained in managing multiple tasks is the importance of meticulous prioritisation and organisation. A proactive attitude and problem-solving mindset in handling guest complaints and problems that leave them satisfied was of the essence.
Critical Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are essential in meeting the service expectations of the guests (Johnston, Clark, and Shulver, 2012). Some specific skills and understanding of the shadowing experience Included an in-depth knowledge of guest needs and wants and reacting to them minimally ensures service at high levels. I also learned to use the hotel's POS and other operation tools, providing service efficiency. Additionally, Wood (2013) recommends a calm demeanour, quick thinking, and problem analysis to respond to complaints. Knowledge in-depth of the content of the food menu, the items, the contents, or the method of preparation allows the supervisor to provide correct information and suggestions to the guests (Okpala and Korzeniowska, 2023). For example, a guest complained that his room service sandwich was delivered thirty minutes late. Based on this brief analysis, the supervisor solved the complaint satisfactorily by providing a quick response, clear communication, and eventually offering the guest a complimentary item, which is the essence of crisis management.
Work-based skills, such as effective communication, teamwork, and organisation of tasks, are also critical to the guest’s service standards. For instance, during routine service hours, communication between the kitchen and front-of-house staff is essential in ensuring that the food is delivered on time and as ordered, which adds value to the guest’s visit. The technical knowledge of food safety protocols and inventory management is equally essential. Correctly understanding these ensures the business carries out its activities seamlessly and up to the set health standards (Purwanto, 2020). Moreover, adequate inventory filing, for instance, saved the department and the organisation from running out of supplies and ensured consistency in providing quality service.
Organisational Problems Reflection
During the placement, a guest was dissatisfied with the quality of the meals and complained to the supervisor about the department. A complaint of this nature dramatically impacts department performance and service perception to guests. The complaint revealed loopholes, such as inconsistency in the quality control process and poor consistency in food standards. These loopholes received the supervisor's attention in the form of an apology to the guest, a replacement meal, and a free dessert as a gesture of goodwill. Akanmu et al. (2023) discussion highlights that there could have been several practical solutions like induction and habit forming of inculcation of regulations during the quality control process to maintain consistent food standards, conduct regular training sessions for staff to polish customer service skills and food safety standards, and establish a feedback mechanism to obtain and rectify guest complaints systematically.
One of the organisational issues was the inconsistency in the staff training. Fast rates of change at the Novotel Wembley Hotel made it impractical for new employees to experience less than feasible service quality. According to Gangwar and Reddy's (2023) recommendations, this was quite apparent when inexperienced staff members failed to handle the enormous rush at a point in time, creating a bottleneck in the hotel. I suggest an elaborate induction process containing intensive training modules on the hotel’s service standards, operational features, and all-important emergency procedures to enhance service operations (Okpala and Korzeniowska, 2023). Also, the process of training and re-training through evaluation may go a long way in putting the staff in line with the hotel’s service standards.
Future Action Plan
As I look back, I realise several places for future development are essential ingredients for me to lead a career in hospitality. This includes continuously practising communication skills and seeking constructive feedback from colleagues and mentors. Effective communication is also one of the areas I would like to work on overseeing food and beverage operations. Enhancing this area will enable me to manage my teams better and provide excellent service to the guests (Fanthorne, 2004). I will also engage in further training in inventory management and food safety. The two will be critical to operational efficiency and complying with set health standards. With more in-depth knowledge, I can help operational success in establishments. I must also be proactive in problem-solving and alert to industry trends and best practices. According to Chacha et al. (2021), this will enable me to foresee and possibly counter problems before they occur. That proactive stand will sharpen my problem-solving skills and prepare me to implement innovative solutions that could enhance overall service quality. I believe that taking these actions in line with my personal and vocational development goals will put me in a much better position regarding professional growth. The comprehensive approach to self-improvement provides me with the ability, knowledge, and skills required to perform effectively in the unpredictable and stressful environment of the hospitality industry.
Conclusion
My placement in the food and beverage department at Novotel Wembley Hotel has equipped me with many work-based skills and technical knowledge. The placement experience will remain precious to me in understanding the critical skills and technical expertise applied to food and beverage operations. Supervisory shadowing practically informed me of the importance of communication, teamwork, and task management in maintaining service standards. Problems at the organisational level, which are attended to through training, can dramatically change quality and efficiency in service delivery. All these experiences I have drawn from have brought a renewed dedication to lifelong learning and professional growth in the hospitality industry.
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