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Introduction
 	As one of the leading accommodation facilities owned by Accor Hotels brand, Novotel Hotel Bristol is a globally recognised four-star hotel located in Bristol, United Kingdom. It has 125 guest rooms, a restaurant, a fitness area, sauna and 7 meeting rooms. It is essential to note that the effective operation of this hotel stems from the fact that it is divided into various departments, such as the Food and Beverage department. Often denoted as the F&B, Novotel’s Food and Beverage department plays an essential role in ensuring that all hotel guests receive an exemplary experience. This is due to the maintenance of high standards in dining services, from event catering to daily restaurant operations as well as room services. In addition to having a vibrant restaurant that offers guests safe beverages and snacks, the F&B department also has flexible event spaces for conferences, weddings, and business meetings, ensuring unique high service standards prioritising guest satisfaction (Novotel Bristol Centre, 2024). The operational efficiency within this department is also made effective due to the recruitment of highly skilled professionals that ensure a seamless flow of daily operations. They ensure the food is prepared on time and offer exemplary service delivery through guest interactions. Lastly, the department has a well-structured hierarchical model encompassing the executive, who performs supervisory roles, and kitchen staff, among other organisational staff (Bagnaresi, Barbini and Battilani, 2019). Overall, these individuals play a vital part in the overall exemplary guest experience offered by the F&B department of Novotel Hotel Bristol. 
It is imperative to note that my placement in the Food and Beverage department during this course activity offered a significant opportunity to shadow as a supervisor in the F&B department by observing operational dynamics. The learning objectives for the placement within the department include: 
· To develop practical work-based skills and gain practical insights into task management and guest service.
· To apply theoretical knowledge of hospitality studies gained in class and use it in real-world scenarios within the department.
· To improve communication skills by engaging with guests and team members in a fast-paced environment.
· To understand and reflect on organisational issues affecting department performance to gain awareness on how to resolve them effectively. 
· To foster my awareness of technical knowledge essential for maintaining guest service standards.
· To develop practical work-based skills related to leadership and management in a supervisory role.
Section 1: Reflection on Experience and Personal Development
This exercise concerns my practicum at Novotel Hotel Bristol. I was placed in the F&B and interacted with the department’s supervisor to understand the role played by work-based skills and technical knowledge. I gained extensive knowledge on how to manage junior organisational staff. For instance, when a guest complained about a late order, the supervisor calmly addressed the issue. He began by approaching the client and got to know what the issue was. He offered a complimentary drink to the client as the customer calmly waited for his order. He approached the responsible kitchen and service staff to find out what had transpired. Later, he apologized to the client for the inconvenience and served him food. This scenario demonstrates how conflict resolution and guest service skills help maintain satisfaction, as explained in Hussein et al. (2023) research. Additionally, I learned the most effective strategies that can be utilized to ensure the maintenance of efficient service delivery. I also learned the importance of leadership and problem-solving skills in a fast-paced environment by observing how the supervisors make quick decisions and delegate tasks to team members. Similarly, strong communication and teamwork foster effective collaboration between kitchen staff and front-of-house operations. For example, there was a time when the hotel witnessed a busy breakfast shift.  The supervisor calmed down all organizational staff and divided them into teams. He then established a routine with staff rotations, ensuring smooth service despite high guest numbers. This highlights the importance of communication and teamwork in maintaining efficiency by making it seamless to attend to the clients' needs on time, as reported by Ali et al. (2021) research.
Moreover, I learned the importance of technical knowledge in ensuring guest safety and satisfaction. This aligns with theoretical knowledge gained in class, which implies that an understanding of food safety regulations and allergen management ensures robust food safety management practices within the hospitality sector (Vukotić, Čerović and Mastilović, 2024). It helps mitigate the risk of allergen contamination, reducing the risk of undeclared allergens in a final product. A perfect example of allergen management occurred during a lunch service when the supervisors carefully handled a guest’s food allergy concern. This made me more aware of the need for technical knowledge about allergens and food safety to meet regulatory standards and guest expectations. 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are pivotal to any hospitality organisation's Food and Beverage department. They ensure the organization meets guest service standards (Papageorgiou, Marneros and Efstathiades, 2024). Precisely, these competencies assure smooth operations, guest satisfaction as well as maintenance of health and safety regulations (Sangpikul, 2021). This was evident during my shadowing at Novotel Hotel Bristol. Among the notable work-based skills that demonstrated this was time management. This skill was essential in maintaining service efficiency (Raras et al., 2024). The supervisor often utilised it when delegating tasks and adjusting staff rotations during busy periods. For instance, the hotel hosted a large corporate event encompassing tourism stakeholders from various countries. This event operated under tight schedules following a specific criterion. The supervisors within the F&B department assigned specific roles to junior staff members. They distributed them into teams encompassing servers who were tasked with taking orders and serving food and beverages, hosts and hostesses who managed the seating of guests, and kitchen staff responsible for food preparation. This ensured that all guests received timely service and were satisfied. As such, I have become aware of the need for time management in maintaining service standards.
Second, technical knowledge of food safety was incredibly important. While in service, the supervisor was forced to address allergen-related concerns. One of the visiting guests raised concerns about a gluten allergy. In response, the supervisor immediately consulted the kitchen staff to confirm ingredient details. After making this affirmation, he returned to the guests and informed them of safe preparation. Guests with dietary restrictions were safe and assured that they were accommodated through detailed knowledge of food preparation and safety protocols. This reflects the pivotal nature of technical knowledge of allergens, which is essential in fostering guest safety and regulatory compliance (Gizaw, 2019). The supervisors also displayed concise communication skills when interacting with staff and guests. This skill fostered coordination between the front-of-house and kitchen staff of Novotel Hotel Bristol, ensuring that client orders were delivered quickly, exemplary guest service, and operational efficiency (Al-Madadha et al., 2021). 
Section 3: Reflection on Organisational Issues
From a general perspective, this experience was enlightening and insightful. It fostered a comprehensive comprehension of how work-based skills and technical knowledge meet guest service standards. However, it had its challenges, stemming from organisational issues. A notable issue was staff shortages. Most servers cited that during peak times, they were overwhelmed with the work, which resulted in fatigue. Consequently, the organization experienced delays in guest service, reducing the service quality offered to clients and the overall operational efficiency of the hotel. 
Conclusion and Action Plan
From this experience, it is evident that technical knowledge and work-based are recommended for hospitality organisations to ensure the delivery of exceptional guest service. For instance, technical knowledge is needed to maintain operational efficiency and guest satisfaction. In this regard, personal and vocational development during my placement has been instrumental in shaping my future career aspirations within the food and beverage industry. The hands-on experience in supervisory roles has enhanced my understanding of guest service standards and operational efficiency, solidifying my ambition to pursue a management role in hospitality. Regardless, there is still room to improve my skill set. I intend to achieve this by pursuing an additional certification course in food safety and hospitality management. This will be complemented by attending leadership workshops to gain experience and understanding of hotel operations. Lastly, I am confident that enrolling on programs related to the hospitality industry will guide my professional growth and strengthen my managerial skills. 
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