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Introduction
In my 10-week placement, I was stationed at Bournemouth Highcliff Marriott Hotel located on the cliffside of Bournemouth beach. The hotel’s F&B department provides ala carte meals, wines, drinks, a breakfast menu, children's food items, buffets, a bars menu, and also room service for the hotel. During my placement, did some roles in the department where I got to serve drinks and food offerings at the events and for the guests. 
Learning Objectives
1. To understand the operations in the Food and Beverage department
2. To improve my leadership skills in the food and beverage department
3. To enhance my communication skills with the guests during my placement to yield customer satisfaction
Role Reflection
For my reflective exercise, I selected Gibb’s reflective cycle as an effective theoretical approach to reflect on my experiences at the Food and Beverage department at Bournemouth Highcliff Hotel. Adeani et al. (2020) highlight that Gibb’s reflective cycle is efficient in writing a reflective journal by putting down a person’s experiences and observations influences their development of new ideas. Further, Pieper et al. (2021) highlight that Gibb’s reflective cycle model happens in six stages description of their situation, reflecting on their feelings, evaluation of what went well or went wrong during the experience, analysing what happened, and drawing lessons, concluding that the experience implied and developing an action plan of steps to take in the future. 
During my placement at the department, I was tasked with serving beverages (tea, alcoholic and non-alcoholic drinks, coffee, and water and serving guests food in the conference rooms and dining facilities. During service delivery, I felt nervous communicating with the hotel guests about their beverage preferences and dietary needs because of my limited menu knowledge. There was one incident I had difficulties communicating with the management when I wanted to be transferred to a different department early enough to gain more skills but I had trouble getting email feedback because of the change in the hotel ownership at Marriott. I employed my communication skills by first communicating with my manager about the current predicament through email communication and politely and respectfully physically. Joneidi et al. (2025) highlight that having supportive leadership such as the one provided by the transformative leadership approach helps improve employee well-being and improve service delivery which helps enhance guest satisfaction. On the other hand, one of the things that went well during these experiences was that the manager was always around to provide me with guidance and advice about how to communicate with guests. Wayan et al. (2023) highlight that effective communication is the cornerstone for guest satisfaction in hotels and restaurants. Effective communication contains verbal communication that yields positive customer satisfaction through the proper use of salutations and friendliness. It also contains non-verbal cues such as staff demeanor and body language can help make customers feel at ease (Wingate et al., 2021). My supervisor teaching me about customer communication how to greet guests, being friendly, and responding to any of their concerns played a fundamental role in improving my communication skills with the guests. As Astawa et al. (2023) highlight supervisor support is important in ensuring employee performance and service delivery in 5-star hotels. Therefore, learning about customer communication and having supervisor support plays an incredible role in enhancing guest satisfaction. Going forward, as a future leader I will make sure to have clear and open communication lines with my staff including potential placement interns.
Development Journey
In my level 4 and level 6 placements, I was stationed at Bournemouth Highcliff Marriott Hotel. This hotel was an independent hotel but was later acquired by Marriott International. The hotel is a 4-star hotel located on a cliff on the seashore of Bournemouth. Before, at the F&B department before the acquisition of the hotelI had really bad experiences during my level 4 placement. During my level 4 placement, the roles were not effectively defined because I would move to the room-service section or kitchen section, and for most of my experience, for lack of a better word, I used to hover around, just move from place to place cleaning tables, moving tables, polishing cutlery, smiling at guests at the front desk and serving customers. However, since the acquisition of the hotel by Marriott International, several things have changed in the F&B department. First, there are clear communication lines and structure at the hotel with the hotel reorganizing itself into distinct departments. The only foreseeable problem I still see is poor staff training and onboarding experiences. On the other hand, during my level 5 studies on sustainability, I investigated hotels which were still lagging when it comes to eco-friendliness. However, in my level 6 placement, I realized that Bournemouth Highcliff Marriott Hotel is Green Key Certified. This is because the hotel has focused on reducing food waste and its carbon footprint. There has been immense positive development towards understanding the role of leadership in staff performance and operational efficiency in a well-structured work environment.
Service Improvement Proposal
During my placement, I noticed poor staff training, particularly regarding menu knowledge. During my placement, I noticed that I wasn’t trained effectively in menu knowledge because I was issued with the menu, and told that the department served several beverages, drinks, and foods. During my interactions with different staff members from this department, I realised that most of them had not been effectively trained about our menu offerings in detail and there were no structured and standard onboarding training programs for this particular menu. On this note, during my placement, one day during an event, a customer once ordered an Gin and tonic but I didn’t know how to make it because I had no ingredient knowledge and the supervisor was away. The customer complained that should know the ingredients in the menu since making that alcoholic beverage didn’t need the attention of the manager. Hendricks (2023) highlights that staff training is an important aspect of menu knowledge because it affects staff's ability to provide guests with quality services. Formal training is required in the food service workplace to enhance employee performance and guest satisfaction. For the service improvement plan, I recommend: First, formal training on menu offerings at the hotel for new staff. On this note, Nebioğlu (2020) highlights that personnel training is important in menu operations where new staff are introduced to the menu offerings through standard forms of presentation of the different dishes, and how its presented and prepared. Secondly, mentorship pairing is where new employees work with experienced staff. Curkovic et al. (2022) highlight that mentorship support is important in helping the new staff conduct formative learning of the menu, monitor the new staff's learning progress, and provide valuable advice, instructions, and feedback on menu offerings. Finally, morning briefs focus on particular parts of the menu. On this note, Putri et al. (2022) highlight that morning briefs in hospitality serve as an effective internal communication to continuously improve service quality. These morning briefs help new staff remember different menu offerings.
Conclusion
My experience learning more about the operations of the department was improved by the presence of my manager who taught me how to communicate with hotel guests to reduce my anxiety and improve guest satisfaction. One of the main challenges was poor staff training and I recommend providing formal staff training during onboarding, pairing new staff with experienced staff, and performing morning briefs to improve understanding of the menu. I am glad that I achieved my objectives in the department because I learned how to communicate with the management about departmental change, gaining an understanding of the operations of the department and the influence of effective leadership.
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