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[bookmark: _Toc182262223]Introduction
Below is my Reflective Learning Log about the work that I have undertaken at Best Western Abbots Barton Hotel, 36 New Dover Rd, Canterbury, CT1 3DU, under the supervision of the Hotel Manager Mr. Aiden Strong. My placement was from 30th September to 6th December, and during the time I had the opportunity to job shadow a supervisor in the FandB department. I will be using Gibbs' Reflective Cycle for this experience, showing how it helped me in growing on such aspects of communication, teamwork, and guest service, relate practical insights to theoretical concepts.
[bookmark: _Toc182262224]Brief Overview of Hotel Food and Beverage Operations
The Best Western Abbots Barton Hotel FandB Department comprises a traditional restaurant, a cozy bar, and also provides services for events. It plays a very important role in satisfying customers and relies greatly on service quality and effective operations. I was tasked with shadowing the supervisory team, observing daily operations, and engaging in various activities which included organizing staff, serving customers, and sorting out problems during the busiest periods.
[bookmark: _Toc182262225]Learning Objectives of Placement
· Develop effective communication and leadership skills within an FandB context.
· Improve knowledge about task management and delegation.
· Technical service operation, including complaint-handling by the guests.
· Teamwork will be strengthened by working in diversity of teams.
· Helpful for personal development on adaptability and time management.
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Description
One of the pivotal moments in my placement included a very busy breakfast service. Due to many guests arriving at almost the same time, it was required that the team works in a coordinated manner so that service standards could be maintained. I watched how the supervisor managed the problem of staffing and complaints from guests while maintaining order in the workflow.
Feelings
At first, the rapid pace at which most things were performed, other than being necessary to produce swift decisions, overwhelmed me. Secondly, I felt motivated enough to try and contribute positively to the group. The confidence bred by the supervisor's calmness helped me focus my attention on doing my job effectively.
Evaluation
This experience stressed the importance of good communication and liaison. It is at this stage that proper delegation of roles ensured all members of the team knew what was expected of them. It was a certainty in minimizing both errors and delays. According to Johnston, Clark, and Shulver, 2012, efficient coordination is the be-all and end-all of every service operation. A theory evident in practice.
Analysis
The exposure enhanced my practice in task management, requiring flexibility and speed of decision-making. According to Vallen and Vallen (2014), professional service to guest complaints is one of the key aspects for maintaining service standards, which I perfected through practice. Apart from that, I came to understand that I had to keep cool under pressure, as reinforced by Walker's, 2021 in his call for personal resilience in hospitality management.
Conclusion
I learned from this the value of proactive leadership and just how it can allow for a positive team atmosphere. My communication and problem-solving skills improved to better manage difficult situations with confidence.
Action Plan
In the future, I will:
· Seek out opportunities to develop more in leadership to enhance my supervisory skills
· Undergo conflict resolution training for better handling of guest complaints
· Apply time management skills to assist during times of service peaks.


[bookmark: _Toc182262227]Critical Evaluation of Work-Based Skills and Technical Knowledge
This means it was important to ensure that all members of the team were working in unison, and effective communication had to be employed. I put into practice the giving of clear instructions and receiving feedback during the placement to improve my collaborative work ability. Cousins and Weekes (2020) have stated that effective communication is required to deliver seamless service, something which I put into application day in and day out.
Another area that saw much importance for development was teamwork. To work in a diverse team, flexibility and cultural awareness was necessary. Fallon and Rutherford (2010) say that the inclusion of all its members improves team performance, and this is correct in my case too.
The very core of my job was task management and delegation. Observing the supervisor taught me how to delegate work in a manner that leverages the strong points of each employee for maximum output. Indeed, Martin (2020) points out that strategic task management may substantially reinforce productive capacity in operations.


[bookmark: _Toc182262228]Reflection on an Organisational Issue
One of the biggest challenges faced when working in a placement was staffing, which sometimes involved the unexpected absence of some of the workers. This indirectly impacted on being able to give quality service and piling work for the rest of the team. The situation demanded urgent actions since the supervisor had to re-assign duties to focus on the most urgent services.
[bookmark: _Toc182262229]Analysis of the problem
However, staffing problems are quite common in the hospitality industry and always upset the balance of services offered and even employee morale. While flexibility within the staffing models and cross-training may avert such occurrences as argued by Wood in 2013, in this case, the hotel would have to depend on the few available staff, hence implying that their contingency plan was not efficient enough.
[bookmark: _Toc182262230]Proposed Solutions
· Cross-training of the staff to enable them handle various responsibilities.
· Flexible scheduling system of accommodating the staff absences.
· Recruit a standby panel of staff to top up unannounced shortages.
The above remedies are as per the prescription by Hagg (2013) on operational resilience in hospitality operations.
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This placement has provided great insights into the operation and management of the FandB Department at Best Western Abbots Barton Hotel. In practice, I have improved the necessary skills: communication, teamwork, task management, so important to ensure high standards in guest service. The reflection on an organizational issue allowed me to get even deeper into operational problems and the urgency of proactive management. The knowledge and understanding acquired shall support future professional practice to meet constantly changing service environments.
[bookmark: _Toc182262232]Personal Action Plan
· Developing leadership further through work placements and more training
· Gaining a lot more of the technical knowledge to apply best practices
· Development of skills required for resolving conflict and problem solving
With all such strategies, the application shall contribute effectively towards future roles in the hospitality industry.
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