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Introduction

This reflective journal analyses my 10-week placement at the Delta Hotels by
Marriott Newcastle Gateshead Leisure Club, using Gibbs' Reflective Cycle (1988) as
a framework. During the placement, | spent five weeks in the Leisure Club, gaining

valuable insight into its guest service operations and daily management.

The Leisure Club features a large and small fitness centre, an indoor pool, and two
salons offering a range of wellness and beauty treatments. It also provides
one-to-one personal training sessions, fithess classes, and exclusive membership

benefits, such as discounts on salon treatments and restaurant dining.
My Learning Objectives:

e Develop a comprehensive understanding of the Leisure Club’s daily customer
facing operations and the role of its management. This included organising
and maintaining fitness activities and equipment ensuring compliance with

health and safety legislation.



Section 1: Reflection on Experience and Personal Development

Initially, | felt confident handling routine tasks such as welcoming and scanning
members, booking fithess classes, and managing towel hire. However, | felt
discomfort and anxiety when enforcing policies, fearing that guests would see me as
unhelpful or unaccommodating. This hesitation affected my confidence in delivering
information assertively. Co6té and Miners (2006) emphasise the importance of
emotional intelligence in workplace interactions, particularly self-awareness and

emotional regulation when handling difficult situations.

A particularly challenging experience occurred when a mother arrived at the Leisure
Club with two young children, excited to use the pool. | had to inform her that,
according to safety regulations, only one adult per child under five was permitted in
the water. Seeing her disappointment and frustration made me bad - | wanted to
provide excellent service but also had to prioritise safety. This internal conflict aligns
with McLeod (2023) originally proposed by Festinger (1957), cognitive dissonance
theory, which explains the tension between meeting guest expectations and

upholding strict safety policies.

Recognising my need to improve in this area, | sought advice from my manager. She
posed a thought-provoking question: "Would you rather have a mother upset
because of a rule or a mother facing a tragedy because she couldn't keep her
children safe?" This perspective reshaped my approach. | understood that enforcing
policies professionally and confidently is not about denying service but ensuring

guest safety and well-being.

Moving forward, | feel more confident in declining a guest when necessary. | will use
positive language and explain my reasons (Mcfee, 2024), in this case prioritising
health and safety concerns and offer alternatives (lbid), maybe returning with a

partner or bringing one child at a time.



Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

My placement at the Leisure Club reinforced Herrity’'s (2024) statement that “To
succeed in the hospitality industry, you need to have a strong set of soft skills and

the ability to learn any technical skills that apply to your particular workplace”.

| used soft skills such as adaptability and communication, essential when interacting
with the diverse users of the Leisure Club. Corporate users on weekdays expected
efficient and professional service, whereas families and leisure users at weekends
required a more relaxed and welcoming approach. Additionally, with members
ranging from month old babies to an 86-year-old, | had to adjust my communication

style accordingly.

Attention to detail and problem solving were other critical skills that | refined. An
inefficiency | encountered was the Leisure Club’s towel distribution system, which
failed to meet demand during one of my shifts, negatively impacting users'
experience. At first, | was hesitant to say anything as a new team member, but
reflecting on Kotler et al.’s (2017) argument that service quality relies on efficient
operations, | recognised the value of proactively addressing inefficiencies. |
suggested washing towels in-house to bridge the gap between deliveries, improving

availability and enhancing guest satisfaction.

| also developed key technical skills related to health and safety compliance,
equipment maintenance, and risk management. Ensuring compliance with HSE
(2024) guidelines was essential to safeguarding members’ well-being. One of my
responsibilities was monitoring and recording the swimming pool's pH levels to
maintain water quality. This seemed like a routine task, but after learning about
health risks of imbalanced pH level (Elite, 2023), | gained a greater appreciation of
its role in risk management and completing detailed reports, crucial for ensuring
accuracy, accountability, and compliance. Failure to follow these protocols could
lead to serious health risks and legal repercussions under the Health and Safety at
Work Act (1974). This aligns with Weick's (1995) concept, where meticulous
documentation and adherence to procedures help reduce risks and enhance

workplace safety.



Section 3: Reflection on Organisational Issues

A significant organisational issue occurred when a leisure club member sustained a
severe burn in the sauna due to a faulty light fixture. Recent fluctuating weather
conditions likely affected the fixture’s stability. Despite an external maintenance team
reportedly repairing the issue, the malfunction persisted, leading to the fixture
dislodging and falling onto the member’s thigh, causing immediate blistering and skin
removal. First aid was promptly administered and the duty manager alerted who
documented everything procedurally. This disrupted operations as staff shifted from

routine tasks to emergency response and reporting (Strawser, 2025).

| recognised the pressure on managers to deliver their day-to-day services may
leave little time for medium-term operations improvement activities or longer-term

strategic thinking (Johnston et al., 2020).

| questioned if the incident would raise concerns about guest safety and operational
efficiency. Under the Occupiers’ Liability Act (1957), hotels must ensure a safe
environment, and service failures of this nature could lead to liability claims (Tow,
2021).

| wondered if my associate mentioning the external repair risked exacerbated liability,
demonstrating the need for crisis communication training. Both Weiner (1986) and
Kwortnik and Han (2011) report guests assess service failures based on perceived

responsibility, with negligence leading to dissatisfaction and reputational damage.

This experience also made me appreciate the importance of a proactive
maintenance strategy (Womack and Jones, 2003). Relying solely on external
contractors introduces accountability gaps. Therefore, internal safety inspections
could be conducted regularly to identify potential hazards. Additionally, Deming
(1986) too, advocates for continuous improvement, reinforcing the need for

structured preventative checks and real-time maintenance tracking.

Furthermore, | learned by integrating risk management and service recovery
strategies (Williams, 2024), the hotel can protect its reputation, and maintain guest

trust (Jeong and Lee, 2017). For instance, immediately after the incident,



management could offer the affected guest a personal apology, complimentary spa
treatments, or a discounted future stay as a goodwill gesture (Ting, Egger, and
Perumal, 2025). Moreover, clear communication, such as sending an email update
on safety improvements, reassures all users that action has been taken. This also
aligns with Coombs (2007), who emphasises that swift and transparent

communication helps prevent reputational damage and rebuilds guest trust.



Conclusion: Key Insights and Future Professional Practice

My placement at Delta Hotels by Marriott Leisure Club has developed my
work-based skills such as adaptability and communication, which are essential when
interacting with the diverse users of the Leisure Club. Technical knowledge,
specifically regarding pool water chemistry, and gym equipment maintenance has
been substantially enhanced. | gained practical insights into the crucial balance
between delivering exceptional customer service and maintaining operational
efficiency. This was achieved through ensuring strict compliance with health and
safety regulations, including actively ensuring users adhered to health and safety
guidelines for their own and others' well-being, and managing challenging situations

with professionalism and composure.

Additionally, | deepened my understanding of risk management and the operational
challenges that arise in hospitality settings. The sauna incident highlighted the
importance of proactive maintenance and effective crisis management,
demonstrating how service failures can impact guest trust and a hotel's reputation.
This experience emphasised the need for continuous improvement and structured

preventative measures to ensure a safe and high-quality service environment.

Overall, this placement has strengthened my aspirations within the hotel industry. |

feel more confident | have a stronger foundation for my future career growth.

Action Plan

To further develop my skills and career prospects within the hotel industry, | will

implement the following strategies:

e Develop skills in customer service and conflict resolution to strengthen my
ability to enforce policies while maintaining positive guest interactions.

e Practise using positive language techniques to communicate decisions clearly
and empathetically.

e Undertake training in Crisis Management and Risk Mitigation Skills.
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Appendices

Part 1: Weekly Progress Tracker

Leisure Club

Week 1: Leisure Club
20/01/2025 - Manday 1pm-Tpm

Experiences/Tasks Performed:
List specific tasks in
customer-facing roles within
Housekeaping, Maintenance,
Leisure Club, and Meetings &
Events.

Tour of the Leisure Club, incduding fire
axits.

Welcomed members and hotel guests,
particularly during the busier marning
and evening pericds on weekdays.
Assisted with scanning meambsars in,
processing towel hire (£0.60 per towel),
and booking fitness classes.
Communicated with members bath
face-to-face and over the phone.
Maintained deanliness by folding
towals and ensuring the leisure area
rernained tidy.

Helpad resolve a lockear
misunderstanding where a membar
balieved his washbag and towel had
been stolen.

Challenges Faced: Mote any
problems or obistacles (e.q., guest
complaints, equipment failure,
time managament issues).

Some membars wera unable to book
fitness classes over the phone because
associabes were busy elsewhere,
highlighting the need for an online
booking systam.

Handling custormer concems regarding
thie washbag, even when issues
stemmed from misunderstandings.

Lessons Learnad: Highlight key
takeaways for each task, such as
skills develaped, understanding
gained, or improved practices.

Strong communication skills. Essential
for providing excallent customer
service,

Members appreciate a warm, friendly
greating, which enhances thair
experience.

Staying calrm when issues arise. E.g.
stolen washbag.
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Emuotional Responses: Reflact
on how you felt in rewarding or
challenging situations.

= Comfortable and happy mealing with
My manager.

» Appreciated the helpfulness. of
associates and enjoyed learning from
therr.

» Felt confident interacting with
members, as they were friendly and
chatty.

= Stressed when customer complained.

= Fell accomplished afler resolving the
Iocker mis-up.

Future Endeavours or Lost
Opportunities: ldentify areas for
improvement or opportunities you
missed but could address in the
furtura.

» Explaring the benefits of an online
baaking systam to ease phone call
congestion and pressure on
associates.

* An associate mentioned the Maoxy in
Yorkshire had a modemn scanning in
systermn. | plan to visit that at some point
in the future.

Supervisor's Signature

Lauren Harms

Weak 1: Laisure Club
25/01/2025 - Saturday Bam - Gpm

Experiences/Tasks Performed:
List specific tasks in
customer-facing roles within
Housekeeping, Maintenance,
Leisire Clib, and Meatings &
Events.

+ Welcomed members and hatel guests,
particularly during the busier moming
and evening periods on weekdays.

= Assisted with scanning meambers in,
processing towel hire (£0.60 per
towel), and booking fitness classes.

» Communicated with members bath
face-to-face and over the phone.

= Falding towels professionally for
display.

#+ Ensured the leisure area remained tidy.

Challenges Faced: Mote any
problems or obstacles (e.q., guest
complaints, equipment failure,

= Some mambers struggled with gatting
through on the phone to booking
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time management issues).

fitness classas because associates
ware busy with handling members face
to face, highlighting the need for an
online booking systam.

Lessons Learned: Highlight key
takeaways for each lask, such as
skills developed, understanding
gained, or improved praclices.

& Strong communication skills. Essential
far providing excellent customear
sarvice.

» Members appreciate a warm, friendly
greeting, which enhances their
ExPErianca.

* Associates respected their manager,
she listaned to them and was on thair
wavelength much more than the
previous one. They would make more
effort for har.

Emotional Responses: Reflect
o how you faltin rewarding or
challenging situations.

» Comfortable and happy working with
Yy manager.

» Appreciated the helpfulness of
associates and enjoyed lkeaming from
tham.

= [Felt confident interacting with
mambers, as they were frisndly and
chatty.

Future Endeavours or Lost
Opportunities: Identify areas for
improvemeant or opporfunities you
missed bul could address in the
future.

= [Exploring the benefits of an online
booking system to ease phone call
congestion and pressure an
associates.

= An associate mentioned the Moxy in
Yorkshire had a modern scanning in
system. | plan to visit that at some
podnt in the future.

Suparvisors Signature

Lauran Harms

Week 2: Leisura Club
27/01/2025 - Manday 1pm-Tpm
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Experiences/Tasks Performed:
Lis! spescific tasks in
customer-facing roles within
Housekeaping, Maintenance,
Leisure Club, and Meetings &
Events.

Continued welcoming membsers and
hotel guests, scanning members in,
processing tawel hire and booking
fitness classes.

Ensuring gym equipment is in working
condition and the areas are clean.
Observed my associates administer
first aid to gym wser and documant
accordingly.

Challenges Faced: Nate any
problems or cbstacles (e.q.,
guest complaints, equipmant
failure, time management issueas).

Online system down. Unable to book
classes for members or take payments
and receipts.

Accident with light in sauna.

Maticed the different types of guests
throughout the week - corporate guests
an weekdays, families on weekends.
Towel shortages.

Lessons Learned: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

Prablem-solving and remaining calm in
tricky situations reassures guests.
Observed Risk assessments conducted
in the gym area.

Weekends bring a different type of
cliartele, requiring adaptability in
customer service.

Elderdy membears may strugghe with
technology, 50 any future booking
system must remain accessibia.

Emotional Responses: Reflect
on how you fell in rewarding or
challenging situations.

Stressad when a member got burned
with the light bults.

More comfortable communicating with
a diverse range of guests.

Future Endeavours or Lost
Opportunities: ldentify areas for
improvement or opportunities you
missed but could address in the
futura.

Ensure paper back up for scanning in
members.

Loaking inta digital booking solutions
while considering accessibility for all
rrembers.

Gaining a deeper understanding of

13



customer expectations based an the
tirme of the weak.

Supervisor's Signature

Lauren Harms

Week 2° Laisure Club
01/02/2025 - Saturday 1pm-Tpim

Experiences/Tasks Performed:
List specific tasks in
customer-facing roles within
Housekeeping, Maintenance,
Leisure Club, and Meatings &
Events.

Continued assisting with scanning ins,
towel hire, and fitness class bookings.
Declined a guest's request 1o heat up
food due to health and safety policies.
Moted that agency cleaning staff were
expensiva, meaning leisure staff
handled the cleaning of the leisure
club.

Challenges Faced: Mote any
problems or obstacles (e.q., guest
complaints, equipment failure,
time management issues).

Palitaly daclining a guest regquest fall
uncamfortable, especially since the
guest was frisndly and humible.

Also declining a mother with 2 young
children in the poal due o adult to
children protocal.

Ensuring policies were upheld while

maintaining excellant customer service.

Guest complaint due to cleanliness of
the changing room.

Lessons Learned: Highlight key
takeaways for each lask, such as
skills developed, understanding
gained, or improved practices.

Enfarcing health and safely polices
professicnally is essential, even if it
feels uncomfortable.

Confidence in setting boundaries with
guests i a valuable skill.

Laisure associates’ duties extend
beyand guest interaction, including
cleaning responsibilities.

Emotional Responses: Reflect
on hew you faltin rewarding or

Slight discomfort at saying no, as
naturally inclined o be
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challenging situations.

accommodating.

= Recognised the importance of
maintaining professionalism ovar
parsonal feelings.

= Ba resilient and listen attentivehy.

Future Endeavours or Lost
Opportunities: Identify areas for
imprevameant or opportunities you
missed but could address in the
future.

» Developing stronger assertiveness
skills in customer interactions.

» Exploring ways to balance customear
service with enforcing policies
effectivaly.

Suparvisors Signature

Lauren Harms

Weak 3: Laisure Club
03/02/2025 - Monday 1pm - Tpm

Experiences/Tasks Performed:
List specific tasks in
cuslomer-facing roles within
Housekeaping, Maintenance,
Leisire Clib, and Meatings &
Events.

= Continued welcoming members and
hiotel guests, seanning members in,
processing towel hire and booking
fitness classes.

» Checked and replenished toilet rall and
hand wash in the changing rooms.

» Observed and assisted with checking
the pH balance of the poal, ensuring it
mael safely standards, and documented
the results.

= Ensured all four pool lights were the
same calour, reparting any
discrepancies.

» Assisted guests with booking fitness
classes and answering facility-related
querias.

Challenges Faced: Mote any
problems or obstacles (e.q., guest
complaints, equipment failure,
time management issues).

» One of the pool lights initially appeared
a different colour, but after
troubleshooting, all 4 appeared the
same.

+ A large puddle in the changing rocm
had to be addressed quickly to prevent

slips.
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Lessons Leamed: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

+ Regularly checking restroom supplies
helps avaid guest dissatisfaction.

= Manitoring pH balance is crucial for
pool safety and must be accurately
recordead.

# Lighting consistency in the pool area
cantributes to a professional and
weall-maintained atmosphere.

=+ Being proactiva in addressing minor
issues, such as spills, enhances
overall safely and cleanliness.

Emotional Responses: Reflect
on how you faltin rewarding or
challenging situations.

« Felt more confident in handling pool
maintenance lasks.

+ Pleased to gain mare insight inta
leisure facility upkeep and safety
procedures.

Future Endeavours or Lost
Opportunities: ldentify areas for
imprevemant ar opportunities you
missed bul could address in the
futura.

#+ Learn more about pool chemical
balance and routinge maintenance.

= Gain a better undarstanding of
common facility maintenance issuas
and how to address them efficiently.

Suparvisors Signature

Lauren Harms

Weak 3: Laisure Club
09/02/2025 - Sunday 1pm-8pm

Experiences/Tasks Performed:
List spacific tasks in
customer-facing roles within
Housekeeping, Maintenance,
Leisire Club, and Meatings &
Events.

= Continued assisting with scanning ins,
toweal hire, and fitness class bookings.

# Helped manage the leisure area during
busier family-orianted weekands.

= Moted that the leg curl machine had
been broken far over a month, despite
the usual 2-week repair profocol.

Challenges Faced: Mote ary
problems or obstacles (e.g., guest
complaints, equipment failure,
time managemeant issues).

= Equipment repairs taking longer than
expected, leading to member
frustration.

16



= Swimming pool user had left their
baby's soiled nappy in the changing
area.

Lessons Learned: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

« Clear communication with members
about maintenance delays helps
manage expectations.

# Understanding the constraints of
external rapair teams and explaining
them to guests calmiby.

= Observing guest habils - corporabe
guests tend to have short, efficient
workouts, while families spend longar
in the leisure area.

Emotional Responses: Reflect
an how you falt in rewarding or
challenging situations.

= Frustration at the lack of contral over
equipment repairs.

» Disgusted by some guest's lack of
hygiene, health awareness, and
consideration for othars.

Future Endeavours or Lost
Opportunities: Identify areas for
imprevemant or opportunities you
missed bul could address in the
futura.

» Suggesting a noliceboard or digital
update system to inform mambers
about equipment repairs.

® Advocate for stricter hygiens
enforcemant by politely reminding
guests of health and safety standards
and ensuring proper sanitation
procadures are followed.

Supervisor's Signature

Lauren Harms

Week 4: Leisure Club
10/02/2025 - Moenday 1pm - 7.30pm

Experiences/Tasks Performed:
List specific tasks in
customer-facing robes within
Housekeaping, Maintenance,
Leisure Club, and Meatings &
Events.

» Walcomed guests, scanned members
in, and processed towel hire.

» Checked and restocked toilet roll and
hand wash in the changing rooms.

»  Hoovered and mopped the floor in the

17



gym, reception, and changing areas.

« Monitored gym and pool areas,
anguring cleanliness and safaty.

= Checked and documented the pH
balance of the pool to meat haalth and
safaty standards.

= Ensured all four pool lights were the
same colour, reporting any
discrepancies.

»  Assisted guests with booking fitness
classes and general facility querias.

= Spoke o my manager about handling
situations where guests are upset
about safety policies.

Challenges Faced: Mote any
problems or obstacles (e.q., guest
complaints, equipment failure,
time management issues).

= A guest wanied to take two toddlers
into the pool, but safety regulations do
not allow this. Had to politely refuse,
which made me feel uncombortabla.

»  Minor towel shartage during peak
hours, causing slight guest frustration.

Lessons Leamed: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

=« Enforcing safety policies can be difficult
but is essential for guest well-being.

» Discussing difficult situations with a
manager helps build confidance in
handling them professionally..

Emotional Responses: Reflect
an how you falt in rewarding or
challenging situations.

» Felt bad telling the guest they couldn't
take bath loddlers into the pool.

= Raleved after speaking o my
manager, who reassured me that
anfarcing safety rules is necessary.

= Pleased wilh keeping the facility clean
and running smoothly.

Future Endeavours or Lost
Opportunities: Identily areas for
improvemant or opportunities you
missed bul could address in the
futura.

& Learn more strategies for handling
guest disappoiniment professicnally.

Suparvisars Signature

Lauren Harms
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Weak 4: Laisiure Clib
150272025 - Saturday Sam-Bpm

Experiences/Tasks Performed:
List specific tasks in
customer-facing roles within
Housekeeping, Maintenance,
Leisure Club, and Meatings &
Ewvents.

Welcomed guests, scanned members
in, and processed towel hire.
Discussed with associates the process
of washing and drying lowels using the
in-house washing machine to ansure
efficient turnaround.

Cleanad tha mirrors in the changing
rooms to maintain a fresh and
professional appearance.

Checked and recorded the pH balance
of the pool, ensuring safety standards
ware met.

Wiped down gym equipmeant to
maintain hygiene and prevent the
spread of germs.

Challenges Faced: Note any
problems or obstacles (e.g., guest
complaints, equipment failure,
time management issues).

& gym user left weights scatterad on
the floor, raquiring interventon o
maintain safety.

Lessons Leamed: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

Understanding the washing and drying
procass for towels helps ansure a
smoother operation.

Regularly wiping down gym equipment
maintaing hygiena and keaps the
space leoking professional.

Clear communication helps manage
guest expectations, especially
regarding class bookings.

Emotional Responses: Reflect
an how you falt in rewarding or
challenging situations.

Felt confident discussing towel
washing procedures with associates.
Pleased with maintaining high
cleanliness standards in the changing
roams and gym area.

10
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Future Endeavours or Lost
Opportunities: Identify areas for
improvement or opportunities you
missed bul could address in the
future.

= Suggest a reminder system for gym
USErs 1o re-rack weights afler usa.

Supervisor's Signature

Lauran Harms

Wesk 5: Leisure Club
17/02/2025 - Menday 1pm - Sprm

Experiences/Tasks Performed:
List specific tasks in
customer-facing roles within
Housekeeping, Maintenance,
Leisure Club, and Meatings &
Events.

» Welcomed guests and provided
assistance with leisure facilities.

= \Washed, dried, and collected lowels in
the in-house washing machine

= Checked and documented the pH
balance of the pool, @Rsurfing
compliance with health standards.

& Cleaned mirmars in the changing reoms
to maintain a fresh and tidy
environment.

= Wiped down gym equipment, ensuring
hygiene standards were met.

Challenges Faced: Mote any
problems or obstacles (e.q.. gues!
complaints, equipmant failure,
time management issues).

= Prioritise tasks. Customer queries and
technical routines first. During quieter
pericds clean different parts of the Club
to maintain health and hygiene for
USErs,

=  Treadmill stopped working. Out of
order notice put up.

Lessons Learned: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

# Regular pH balance checks ensure
pool water remains safe for users.

» Gym maintenance issues need o be
reported promplly to avoid guest
dissatisfaction.

Emotional Responses: Reflect
o how you faltin rewarding or

# Felt accomplished after managing

towel washing effectively.
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challenging situations.

= Frusirated by the treadmill issue but

reassured knowing it was reporied
quickly.

Pleased o contribute to a clean and
wall-maintained leisure anvironment.

Future Endeavours or Lost
Opportunities: ldentify areas for
imprevameant or opportunities you
missed but could address in the
futura.

Ensure quicker response times for gym
equipment maintenance by impraving
communication with maintenance staff.

Suparvisors Signature

Lauran Harms

Week 5: Laisure Club

2210212025 - Monday Tam - 6.30pm

Experiences/Tasks Performed:
List specific tasks in
customer-facing roles within
Housekeaping, Maintenance,
Leisure Club, and Meatings &
Events.

Welcomed and assisted early marning
mambers, handling towal hire and
class bookings.

Checked and recorded the pH balance
of the poal to maintain safety
standards.

Monitored cleanliness, ansuring
mirrars, gym equipment, and changing
raams were lidy.

Ensured lockers were all emply and
working properly.

Restocked toilet roll, hand wash, and
tewels throughout the day.

Managed guest queries regarding gym
equipment, membership, and class
schedules.

Challenges Faced: Note any
problems or obstacles (e.g., guest
complaints, equipment failure,
time management issues).

Member locked out of his locker.

Lessons Learned: Highlight key
takeaways for each task, such as
skills developed, understanding

To unileck any locker using the master

12
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gained, or improved practices.

systenm.

Emotional Responses: Reflect
af hew you faltin rewarding of
challenging situations.

= Confident in managing the morming
rush and assisting guasts efficiently

» Salisfied knowing the Leisure Club
remained clean, safe, and welcoming
throughout the shift.

Future Endeavours or Lost
Opportunities: ldentify areas for
improvameant or opportunities you
missed but could address in the
future.

» Explore stock management Systems.
= Organising Staff Rotas.

Suparvisors Signature

Lauran Harms
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Food & Beverage Department

Week 6: Faod & Beverage
24/02/2025 - Manday 1pm-Tpem

Experiences/Tasks Performed:
Lig! specific tasks in
customer-facing roles within
Houseksaping, Maintenance,
Food & Beverage, and Meetings
& Evenls.

Discussed the briafing shaet.

Falded napkins for the tables.

Assisted with seting up tables,
ensuring impeccable presentation.
Cleared tables efficiantly, maintaining a
tidy and welcoming atmosphere.

Challenges Faced: Note any
problams or obstacles (e.q., guest
complaints, equipment failure,
time managamenl issues).

Rameambearing the numbers of the
tables.

Managing tables for the firet time was
daunting.

Lessons Learnaed: Highlight key
lakeaways for each task, such as
skills developed, understanding
gained, or improved practices.

How to fold napking to enhance
presentation.

Emirate staff recaive a 40% discount
on F&B.

Emotional Responses: Reflect
on how you fell in rewarding or
challenging situations.

Stressed dus to the busy envirenmant,
and being a new starber.

Proud of my professional standard
napkin folding.

Felt a sense of accomplishment when
finishing the shift.

Future Endeavours or Lost
Opportunities: ldentify areas for
improvement or opportunities you
missed but could address in the
future.

More knowledge on gathering
information o complete the briefing
sheet.

Take more initiative in assisting
colleagues o create a smoather
workflow.

Supervisor's Signature
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Week B Food & Beverage
01/03/2025 Saturday Sarm - Spm

Experiences/Tasks Performed:
List specific tasks in
customer-facing robes within
Housekeeping, Maintenance,
Food & Beverage, and Meetings &
Events.

Supported breakfast service by
maintaining prompt refills and ensuring
high-guality food presentation.
Efficiently cleared and resat tables to
manage high guest turnowver.

Obsarved and practiced the operation
of the coffee machine, including drink
preparation.

Folded napkins neatly to maintain table
presentation standards.

Assisled with bar stocklaking o ensure
adequate supplies.

Prepared cleaning solutions, ensuring
the correct water-to-cleanear ratio.
Sliced lemons and limes for beverage
garnishes.

Engaged with guests, providing friendly
and professional service.

Challenges Faced: Mote any
problems or obstacles (e.q., guest
complaints, equipment failure,
time management issues).

Managed a guest's polato allergy,
requiring careful and clear
communication with the kitchen team.
Balanced back-lo-back orders while
maintaining high service standards and
attention to detail.

Faced initial difficulty mastering milk
frathing for latles and cappuccinos.
Waorked on improving technigue for
carrying multiple plates with one hand.
Practiced using a towe| professionally
to handle and sarve hot plates safely.

Lessons Learned: Highlight key
takeaways for each task, such as
skills developed, understanding
gained, or improved practices.

Developed efficiency and
communication skills in a fast-paced
food and beverage environment.
Improved ability to handle customer
requests, particularly those involving
dietary requirements.

Gained confidence in using the coffes
achinge and preparing drinks Lo
standard.

Strengthenad stock managament skills
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through inventary checks and
restocking.

Enhanced table-seting speed and
presentation to maintain smoath
sarvica flaw.

Learmned the impoartance of clear
communication with kitchen staff to
meet guest neads.

Emotional Responses: Reflect
af hew you faltin rewarding of
challenging situations.

Felt satisfied contributing to a positive
guest exparience and recaiving their
appreciation.

Experienced initial stress managing
continuous orders and multitasking
under pressure.

Found mastering milk frothing and
handiing hot plates challenging but
rewarding.

Gained a sense of accomplishment
after overcoming challenges and

impraving my skills.

Future Endeavours or Lost
Opportunities: Idemily areas for
improvemant or op portunities you
missed but could address in tha
future.

Aim o refine barista skills, particularly
mastering milk frathing technigues.
Improve confidence in carrying multiple
plates with one hand for more efficient
SBMVICE. .

Strengthen problem-solving and time
managemant skills ta handle busy
peficds bettar.

Supervisor's Signature

FHarion |
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