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[bookmark: _Toc167538448]Overview of the Food and Beverage Operation of the Hotel and Learning Objectives
At the Ibis Styles Hotel Birmingham NEC and Airport on Bickenhill Lane in Marston Green, Birmingham, refreshments are integral to customer service. Our bustling restaurant welcomes patrons with a friendly atmosphere and a wide menu to suit a range of dietary requirements and ethnic interests. Serving breakfast, lunch, and supper with locally grown, fresh ingredients, the restaurant takes great satisfaction in its excellence. Beside the restaurant, the hotel bar offers fine wines, artisan beers and classic cocktails in a comfortable atmosphere. In addition, the hotel provides the same excellent cuisine on a substantial room service menu.
I set learning objectives to further my career and food and beverage skills before commencing my placement in this competitive department. I was interested in learning about the workings of a reputable hotel food and beverage department. Understanding guest engagement, service flow, and behind-the-scenes collaboration was crucial. I also wanted to become a better supervisor and guest service manager. This covers running restaurants and bars as well as service recovery and guest expectations management. My other desire was to become more knowledgeable about health and safety. To safeguard both employees and patrons, every management of food and beverage establishment has to understand these ideas. And last, I wanted to enhance cooperation and communication. Working together is essential to the food and beverage industry, hence honing these skills was essential to my success there. I was going to observe, study, and use this knowledge throughout my placement, which confirmed my ambition to work in hotel management.
[bookmark: _Toc167538449]Section 1: Reflection on Experience and Personal Development
I had the chance to learn about hospitality management throughout my shadowing experience in the food and beverage supervisory position at Ibis Styles Hotel Birmingham NEC and Airport. Making decisions and fixing problems in real time taught me how challenging it is to maintain high levels of service under duress. I recall a busy breakfast service when an unexpected surge of patrons required quick action. Helping with personnel reallocation in order to manage the surge required flexibility, quick thinking, and composure under pressure (Schön, 2019). This experience made clear that efficient operations and satisfied visitors depend on practical skills like prioritising and multitasking. I came to see after the change that my academic background and job experience provided me with a theoretical foundation to understand collaboration and live communication. A perfect example of how theory and practice in hospitality intersect is the coordination with culinary staff to satisfy guests' nutritional preferences (Schön, 2019).
By imparting to me knowledge of the food and beverage business, this job also helped me advance both professionally and personally. My previous work in the business taught me the need of excellent service and guest interactions, but this supervisory shadowing exposed me to the challenges and advantages of teamwork. Meeting service needs required excellent communication and teamwork abilities, which the experience enhanced (Ford et al., 2012). By using task management skills, like staff scheduling and service operations management, one may better understand how they impact the experience of visitors. Furthermore important to visitor and worker connections were empathy, patience, and resilience (Walker, 2024). Through this all-encompassing development, which combined academic knowledge with real-world experience, I gained a better grasp of guest service and was more equipped for jobs in hospitality.
[bookmark: _Toc167538450]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Guest service requires both work-based skills and technical know-how (Hinkin and Tracey, 2020). Over my shadowing, I discovered that providing excellent service required multitasking, time management, and attention to detail. During busy times, for instance, managing many tables calls for fast prioritisation and close attention to detail for every guest (Johnson et al., 2019). This real-world experience proved that although having an academic background in hospitality operations is essential, it is insufficient to comprehend guest service. Compliance and worker and guest safety depended on technical knowledge such as food safety regulations and operational procedures (Hayes & Ninemeier, 2009). The need of these standards in daily activities was shown by efficient food storage and hygienic practices. I really understood how these technological elements are used in real life by taking part in these processes. This confirmed the material I had studied in school.
The shadowing experience further clarified for me how these job-related skills and technical expertise impact customer satisfaction and the quality of services provided. Team responsibilities were to be coordinated, questions from visitors had to be answered, and problems had to be properly and rapidly resolved (Tannenbaum and Yukl, 2022). Bettering the guest experience, clear and compassionate communication fosters trust and connection with guests. Working together guaranteed consistency and efficiency of the service. Working together was particularly necessary to control workload and maintain service standards during periods of high demand (Lashley & Morrison, 2023). Guests and staff were also protected by the safe and compliant service environment maintained by the technical proficiency of food safety and operational procedures. My shadowing experience made clear that in order to meet and exceed guest service standards, the hotel industry needs a broad skill set of practical work-based abilities and technology expertise.
[bookmark: _Toc167538451]Section 3: Organisational Reflection
One of the main organisational issues at the Ibis Styles Hotel Birmingham NEC and Airport was the uneven staff training in the food and beverage department. Consistency in the efficiency and quality of the service has an impact on both the operational and tourist satisfaction (Lashley & Morrison, 2023). Over my time there, some employees were very competent and self-assured in their work, while others were less certain and had varying degrees of service delivery proficiency. At times of highest demand, when a well-coordinated workforce was crucial, the disparity was most apparent.
The reason seems to be a lack of standardised training. Their training levels varied according to the department's present demands and the person leading the sessions. The improvised method led to problems with service quality and human skill shortages. It was clear to me that a number of employees were not familiar with the hotel's dietary restrictions and allergy policies, which are essential for both the enjoyment and safety of guests.
Inconsistencies in training undercut the department's performance. Different levels of service quality could have influenced how customers felt about the hotel. Less self-assured, untrained employees committed mistakes or delayed services. This demonstrated the need of extensive and ongoing training programmes to guarantee that all employees are prepared to provide excellent service.
I think that standardising training for all new and existing staff members would help to address this issue. Every job responsibility, including guest service, health and safety, and hotel regulations, should be covered by this course. Everyone should be kept informed on best practices and process changes via required training and refreshers. Another way to help make training practical and effective is to have a mentorship programme where seasoned employees counsel new hires.
Hotel satisfaction and service quality may rise with a consistent training curriculum. It will also increase the competence and confidence of the employees, improving teamwork and efficiency. The training effectiveness model developed by Tannenbaum and Yukl (2022) stresses the need of continuous and systematic training to raise staff performance and the standard of services. Improved current operations and a better image for the hotel will result from structured training to solve this organisational issue.

[bookmark: _Toc167538452]Section 4: Future Plans
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My strategy for developing my technical expertise and professional abilities centers on communication, collaboration, task management, interpersonal skills, and guest services.
Communication: Practice in team meetings and with visitors, go to seminars on both verbal and nonverbal communication, and get frequent feedback.
Teamwork: To encourage collaboration and connections within the team, take part in team-building exercises and oversee group initiatives.
Task Management: Prioritise work, use digital planning tools, and look for management advice from seasoned professionals.
Personal Skills: Keep learning new things via industry publications, seminars, and conferences. Seek out performance assessments and keep up with market developments.
Guest Services: Engage with visitors, learn from comments, and keep up with developments in guest service.
My goal in concentrating on these areas is to improve my abilities and reach my professional development objectives, which will eventually lead to providing exceptional service and unforgettable visitor experiences.

[bookmark: _Toc167538453]References
Ford, R. C., Sturman, M. C. and Heaton, C. P. (2012) Managing Quality Service in Hospitality: How Organizations Achieve Excellence in the Guest Experience. Cengage Learning.
Hayes, D. K. and Ninemeier, J. D. (2009) Human Resources Management in the Hospitality Industry. John Wiley & Sons.
Hinkin, T. R. and Tracey, J. B. (2020) 'What Makes It So Great? An Analysis of Human Resources Practices among Fortune's Best Companies to Work For', Cornell Hospitality Quarterly, 51(2), pp. 158-170.
Hospitality Training and Education Center (2020) Effective Training in the Hospitality Industry.
Johnson, G., Scholes, K. and Whittington, R. (2019) Exploring Corporate Strategy. Pearson Education.
Johnston, R. et al. (2021) Service Operations Management: Improving Service Delivery. Harlow, England: Pearson. 
Lashley, C. and Morrison, A. (2023) In Search of Hospitality: Theoretical Perspectives and Debates. Routledge.
Schön, D. A. (2019) The Reflective Practitioner: How Professionals Think in Action. Basic Books.
Tannenbaum, S. I. and Yukl, G. (2022) 'Training and Development in Work Organizations', Annual Review of Psychology, 43(1), pp. 399-441.
Walker, J. R. (2024) Introduction to Hospitality Management. Pearson.


2

image1.png
Future Action Plan for Professional Development

Guest Services arn from feedback. Stay updated on guest service trends.

Personal Skills es, and industry literature. Seek performance reviews.
Task Management oritization frameworks. Seek mentorship from experienced supervisors.

Teamwork building activities. Lead group projects and tasks. Foster strong relationships within the team.

Communication JAttend workshops and training in verbal and non-verbal communication. Practice in team meetings and guest interactions. Seek regular feedback.

Actions




