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[bookmark: _Toc191303414]Introduction:
The report serves as a personal reflection report to look at and analyse the experience gained within the industry through practical experience that has been gained while working as a receptionist within the hotel of Belvilla Crewe City Hotel. Kerala Peppery is a separate food and beverage restaurant that serves breakfast and dinner. The food does not come complimentary with the room service but for a fee, as the restaurant Kerala Peppery does not directly operate under the hotel but as a separate business (Hotels.com, 2025).
The report will be based on Gibbs’ Reflection Cycle. The Gibbs’ Reflective Cycle was developed by Sir Graham Gibbs as he believed that learning through practical experiences served to be more effective. The process is based on the idea that revising the experiences in a step-by-step process can help to perform better in future instances. The steps include describing the occurrences, stating and clearing the feelings that were felt, evaluating the same, and analyzing the occurrences upon which a conclusion is drawn and then an action plan to conclude the process (Bassot, 2024). 
· To shed light on the current responsibilities that a student is serving in placement work.
· [bookmark: _z9xs059iigcx][bookmark: _Toc191303415]To have the required developmental skills and abilities, the possibility of gaining a career shift to be in charge of the food and beverage section will be foreshadowed.
Description:
Enrollment in the university under the course of Hotel Management has provided me the opportunity to be placed in the Belvilla Crewe City Hotel, as a receptionist. This opportunity is vital to my career as it serves as work shadowing, where I spend time within the premises of my future employment (ASET, 2022). I am placed as a receptionist, handing check-ins and check-outs on a regular basis. Being a receptionist helped me develop skills that would be essential to my next milestone of being a supervisor in the food and beverage department. Communication is foremost while interacting with customers regularly to meet their demands. Task management and teamwork enabled me to handle tasks in an organised manner to meet guest service standards. Providing the customers with the right requirements and having the patience to calmly handle the incoming and outgoing customers was a responsibility which supported my management skills (Haraty, et al., 2016). All these experiences would help me to manage the food and beverage department. 
[bookmark: _o3ix0vqomez][bookmark: _Toc191303416]Feelings:
While being in the reputed hotel as a placed receptionist, I have kept a close watch on the restaurant supervisor of Kerala Peppery. This has provided me with a great understanding of the work of the supervisor, his roles and responsibilities, and the expectations that have been placed on him which makes him efficient. I feel that communicating with potential and existing customers helped me learn a lot about what customers really expect from staff. Teamwork with the housekeeping staff managing their duties and assigning them the same provided me with insight on how to keep them satisfied with their workload. For this, I used the principles of operation management (Fallon and Rutherford, 2010). Serving the guests throughout the day takes a lot of patience and managing staff also takes the same amount of hard work and management skills. The same also comes with a lot of issues which were managed using the skills and ways of using the “Servicescape” framework (Johnston et al., 2012).
[bookmark: _cd94ymlac7y][bookmark: _Toc191303417]Evaluation:
While I was work-shadowing I had to place a close eye and learn through watching the current supervisor how to manage the restaurant staff, which included the servers, the chefs, and the bartender. It is important to acknowledge the importance of good customer service as it is an aspect that can make or break a company. This can help the company to market its hospitality and friendliness, boost sales, and also attract new customers (Walsh and Beatty, 2007). It is also important to mention that without practical experience and technical knowledge, one would not be able to come across real-life problems and develop the habit of solving such problems. (Setiawati et al., 2019). The interactions with customers during check-ins enabled me to learn the use and importance of good communication skills. Managing the tasks of housekeeping so that all 64 rooms are available on time for guests and that each of the guests residing receives equal attention, was something that enabled me to sharpen my task management skills (Vallen and Vallen, 2014). This gave me an introduction to food and beverage management practices which were integrated within the restaurant. Multi-tasking, managing staff, problem-solving, and conflict management are skills vital when the services are prepared and provided in front of customers (Walker, 2021). 
[bookmark: _jqdr1b3nzfii][bookmark: _Toc191303418]Analysis:
While being placed within the organisation, I noticed that there was an ongoing issue with poor customer service. This issue grabbed my attention several times, although managed by the head, there must have been some core issue within the department. Another thing came to my attention, like time management, which occurred and had to be tactfully managed by the head of Kerala Peppery, which showed me a different perspective. The lunch options were not fresh, which posed an issue for the hotel retaining customers. The issue needs attention from the managers of the hotel. In order to retain customers, the restaurant has to provide fresh and top-quality food. 
If not, customers would look for options outside. The issue could be solved through feedback from customers, re-evaluation of the menu, strict monitoring of the ingredients in the inventory partnering with grocery suppliers, and good service. The service from staff can be improved through investment in training. A menu change would benefit the restaurant a lot, as it would provide uniqueness to Kerala Peppery and would also help to market itself to a wider range of customers and attract the same (Jones, 2025). 
[bookmark: _ot4fdsowecxw][bookmark: _Toc191303419]Conclusion:
The experience of shadowing at work has been no less than an eye-opening experience. This is because working as a receptionist within the hotel helped me to understand the atmosphere of the place. The experience has also led me to understand the needs of the place and tailor my future plans to the same. The technical understanding of customer service set the foundation for my time within the hotel. Customer service expectations helped me to understand what are the places that are indeed further development. It also helped me set the base for my future plans within the food and beverage department. The internship experience would also help me further with my career development (Hagg, 2013).
[bookmark: _wt59msazws6q][bookmark: _Toc191303420]Action plan:
My future plans within the organisation would be to revamp the restaurant, Kerala Peppery. I would like to change the menu, focus on managing and monitoring the ingredient quality, and set up a partnership with a competent grocery supplier to procure the freshest ingredients. The entire staff would be managed thoroughly and trained according to their needs and requirements. This would ensure that they are able to serve the customers the best. The personal development provided me with a boost in the right direction. I would learn leadership skills by working as a supervisor. I would also take responsibility for the restaurant staff to learn the same.
[bookmark: _veuckqlvkpij][bookmark: _Toc191303421]Conclusion:
The reflection report is based on the Food and Beverage Department of the Belvilla Crewe City Hotel. The reflective report discusses the overview of the hotel, and then an overview of the restaurant. Later, the description of the experience has been elaborated, and how the skill development and learning opportunities would help individual career growth.  Evaluation of the technical aspects and analysis of the same with respect to the issues have been stated. A conclusion about the entire process that has been investigated along with an action plan is proposed. 
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