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Introduction 
The Food and Beverage (F&B) department at Holiday Inn Sunderland plays a key role in elevating the guest experience by providing a wide array of dining and drink options. The hotel’s modern restaurant offers a mix of British and international dishes, appealing to diverse tastes. This is complemented by a stylish bar that serves a broad selection of alcoholic and non-alcoholic drinks, along with a menu of light snacks and meals. Guests also have the convenience of in-room dining, allowing them to enjoy high-quality food in the comfort and privacy of their rooms. The F&B team is dedicated to maintaining high standards in service, food quality, and brand consistency. During my placement at Holiday Inn Sunderland, I hope to achieve three main learning goals:
· To gain an understanding of the F&B department's operations, including service execution, food preparation, and guest interactions.
· To improve my communication and teamwork skills by engaging in a dynamic and cooperative hospitality setting.
· To build my knowledge and hands-on experience in food safety and hygiene practices, ensuring adherence to health regulations and internal protocols.
Role Reflection 
During my placement, I worked as a supervisory assistant within front-of-house operations at a hospitality venue. My main duties involved coordinating staff briefings, managing guest interactions, supporting the team during busy periods, and handling occasional customer complaints. I also assisted the duty manager with tasks such as shift scheduling, monitoring team performance, and ensuring compliance with health and safety guidelines. Decision-making often involved teamwork, particularly during peak times, where input from multiple staff members was encouraged before final actions were taken. (Nugraha et al., 2024). 
Drawing on Kolb’s Learning Cycle (1984), which includes four stages—Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation—I reflected on my learning process. My role provided real-world experience (Concrete Experience), which I later analysed to identify effective practices (Reflective Observation). I then applied theoretical understanding to these observations (Abstract Conceptualisation), followed by testing new approaches in practice (Active Experimentation).
Effective supervision relies heavily on skills such as leadership, problem-solving, adaptability, and communication (Testa & Sipe, 2012). I found that my ability to communicate clearly and delegate tasks effectively were personal strengths. However, I noticed that I sometimes lacked confidence when quick decisions were needed, and I was occasionally hesitant to be assertive when working with more experienced colleagues—areas I aim to improve. 
Couple of real-life examples from my placement highlight the impact of supervision. In one instance, a senior supervisor handled an unexpected staff absence effectively by reallocating roles and stepping in personally to maintain operations. This quick thinking and support maintained both team morale and service quality (P. Crick & Spencer, 2011). 
In contrast, I witnessed a situation where a lack of clear communication from a shift leader caused confusion about table assignments during a busy shift, leading to delays and customer complaints—emphasising how poor supervision can negatively affect operations. (Sreenivasan & Prajapati, 2024)
To support my professional growth, I’ve created a development plan with clear steps:
· Take part in a leadership and decision-making course to strengthen confidence under pressure.
· Request ongoing feedback from supervisors to track progress and identify areas for improvement.
· Practice being more assertive by rehearsing challenging situations with peers or mentors.
· Keep a reflective journal, using Kolb’s model to analyse my experiences and improve future actions.
Development Journey 
Reflecting on my current food and beverage (F&B) placement compared to my previous experience at Hilton during Level 4, I’ve noticed significant progress in my development, especially regarding service style, menu offerings, and the responsibilities I’ve taken on. Although both placements were within major hotel chains, they differed in their approach to guest service, kitchen operations, and overall dining experiences.
At Hilton, the environment was geared toward large-scale service, mainly catering to business clients and conferences. The menu followed a set format, with a heavy focus on buffets and pre-set options designed for efficiency and speed. Much of the food was prepared in advance to handle high volumes quickly (Jones & Lockwood, 2008). My tasks were largely operational—setting up buffets, managing high guest turnover, and supporting general service routines. The experience was structured, with clearly defined procedures, and offered a solid foundation in hotel F&B operations, though with limited scope for creativity or independent decision-making.
In contrast, my current placement is in a more refined, boutique-style hotel that prioritises a personalised and elevated dining experience. The growth of the boutique hotel sector has been linked to increased guest expectations for individualised service and unique experiences (Aggett, 2007). Here, the menu is à la carte and changes seasonally, with a focus on fresh, locally sourced ingredients and presentation. Guests expect more tailored service, and I’ve had more opportunities to interact with them, make recommendations, and observe more intricate coordination between front-of-house and kitchen staff. I’ve also been trusted with more responsibility, such as leading briefings and supporting junior staff during service. These experiences reflect the views of Cousins, Lillicrap and Weekes (2019), who emphasise that delivering high-quality food and beverage service relies heavily on adaptable service approaches and empowering staff to take initiative. 
While both placements maintained high standards of customer service, the key difference lies in the level of autonomy and service style. At Hilton, the focus was on speed and consistency, whereas my current role centres around detail, quality, and guest engagement. The variety in menu style—from large-scale, simplified offerings to more sophisticated, seasonal dishes—has expanded my knowledge of food service, dietary considerations, and presentation techniques.
Together, these experiences have been essential in shaping my professional identity. Hilton taught me how to work efficiently in a high-pressure, fast-paced setting, while my current placement has helped me grow in confidence, develop leadership abilities, and understand the value of a more personalised approach to hospitality. This contrast has given me clearer insight into the type of work environment I’d like to be part of in the future. Ladkin (2011) suggests that diverse experiences within the tourism and hospitality sector play a crucial role in shaping long-term career growth and a strong professional identity. This contrast between placements has helped me better understand the kind of work environment that suits me best.
Service Improvement Proposal
An area that requires improvement in the F&B operation is the speed of guest service during busy periods. Although the overall service quality remains high, delays in taking orders and delivering food particularly at breakfast and dinner have resulted in guest dissatisfaction. Discussions with colleagues highlighted that these issues stem from weak communication between the front-of-house and kitchen staff, as well as some employees’ lack of confidence in using the POS system.
To tackle this, the following improvement plan is proposed:
· Targeted Training – Conduct short, pre-shift training sessions focused on POS usage and kitchen communication. Research indicates that frequent, concise training boosts employee confidence and knowledge retention (Guchait et al., 2014).
· Role Rotation – Introduce rotation of duties during slower periods to foster team cohesion and adaptability. Cross-training is shown to enhance job performance and satisfaction (Tews & Tracey, 2008).
· Real-Time Feedback – Offer immediate, constructive feedback after service to refine speed, accuracy, and coordination. Regular feedback tied to specific goals has been proven to increase operational efficiency (Torres et al., 2015).
Implementing these strategies will enable staff to handle peak service times more effectively, maintain high service standards, and support continuous improvement through ongoing performance evaluation.
Conclusion 
During my placement at Holiday Inn Sunderland, I enhanced my skills in leadership, communication, and F&B operations. I gained a deeper understanding of service procedures and food safety while taking on more responsibilities compared to my previous role at Hilton, which focused on high-volume, efficient service. The transition to a more personalized approach at Holiday Inn allowed me to improve guest interactions and team coordination. I successfully met my learning objectives, but I still need to work on building confidence in decision-making and assertiveness. Observing both effective and ineffective supervision provided valuable insights into my leadership style. To continue my growth, I’ve created a development plan that includes leadership training, seeking regular feedback, and practicing assertiveness. Additionally, I proposed a plan to improve service speed during peak times, focusing on staff training, role rotation, and immediate feedback to address delays.
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