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[bookmark: _Toc239348116]Introduction
This report is based on my personal work experience at the Marriott Delta Waltham Abbey Hotel, specifically in the Food & beverage department. During my time there, I observed that the department operates effectively, adheres to the Hotel chain’s regulations for this department and satisfies the during needs of guests while also responding adequately to special requests. This is supported by the fact that TripAdvisor feedback is mostly positive about the F&B department.

[image: ](https://www.tripadvisor.com/Hotel_Review-g503793-d229504-Reviews-Delta_Hotels_by_Marriott_Waltham_Abbey-Waltham_Abbey_Essex_England.html#REVIEWS, 2023).


However, it lacks preparedness for unforeseen events that can significantly contribute to a decline in the quality of service, potentially leading to guest complaints and harming team cohesion. Furthermore, I was disheartened to discover that the department manager did not anticipate my arrival, did not delegate tasks, and in the first day demonstrated little willingness to show me the system, despite my repeated requests.  Recently, this changed, so I was able to learn a lot of new things about these professions, I gained some insight into how the system works, the professional handling of guest requests, and I learned a lot about this rather nerve-wracking profession. To thoroughly understand this workplace situation and to know what I could do better in the future, I performed a self-reflection using the Gibbs reflective cycle, (Mind Tools Content Team, no date). 
[image: ]
(The University of Edinburg, no date).


[bookmark: _Toc679347336]Gibbs Reflective Cycle
[bookmark: _Toc179089856]Description
I spent my work experience at the Marriott Delta - Waltham Abbey where I worked two 8-hours shift per week in a three weeklong period in the Hotel’s restaurant, which is called Cast Iron Grill Restaurant[image: ]I came to the restaurant whit the aim of learning in practice how a hotel restaurant works and to experience the common mistakes that can occur and how to deal whit them properly. On my first day I expected the restaurant manager to present the restaurant and the bar in detail, to present the guest handling process and the system. However, this did not happen because the manager probably was not informed about my arrival and the staff were not informed either, which was very unpleasant for me. The staff didn’t know who I was and thought I was a staff member sent by an agency, but we quickly managed to clarify the situation and after that they introduced me to a lot of things and explained step by step all the work processes, they did. Unfortunately, the manager didn’t do anything even then, I could only follow the instructions of the co-workers, which were fantastic. The co-workers did the manager’s work in this case. 

“The goal of our food service operations is to provide the highest quality of food and service in a sophisticated, comfortable ambience, by friendly and professional staff, ensuring that every patron returns,”
(Rutherford, & O’Fallon, M. J., 2007, p. 239-240)
[bookmark: _Toc1937971993]Feelings
Before the situation, I was very excited because I know that my experience in the hotel would greatly influence my academic results, which is why I was very disappointed because as a person with no experience in hospitality, I did not know how the work processes worked and I was scares that they would not show me anything. The situation must have been unpleasant for the other employees, because no one had prepared them for the arrival of an external person, which is why I kept thinking that if a new employee comes to the department, they won’t be presented with anything either? I was very upset because of the situation, because McCorquodale’s (2018) article shows that restaurants have one of the highest employee turnover rates but with proper integration, I. e. by presenting the work processes, introducing the team and the company’s philosophy, the immediate departure of the employee can be avoided (RTD, 2023). 

[bookmark: _Toc732562474]Evaluation
I managed to get a better situation out of this bad situation, because after o got to know the co-workers, they willingly helped me, answered all my questions and thus I was able to help them at work. 

[bookmark: _Toc2117867339]Analysis
I think that this situation is an example of not being prepared for events and the lack of communication within the team. After consultation with HR, I received my shift based on which I showed up at the restaurant on exact time. The first problem concerns the time of my shift, because according to the schedule, I started at 2:30pm but the first supervisor arrived only 5pm, which meant I had to wait for two and half hours during which time I tried to help the colleagues but it was obviously not their job to introduce them the manager works and it is not their job to present the restaurant. The arrival of the manager followed a very busy period in the restaurant, so the detailed presentation of the kitchen and the restaurant was again missed, needless to say, I left tired and disappointed. It is completely obvious that they were not prepared for my arrival. Shouldn't HR have consulted with the restaurant manager and written the schedule based on that? Shouldn't the restaurant manager have held a flash meeting to let the staff know that a student would be here for a couple shifts? In such a case, the employer’s task is to induce the student, introduce the student to the environment and provide the student with clear tasks (Abdo, no date).
[bookmark: _Toc386990026]Cycle Conclusion
From this situation I learned how to welcome a new employee or student in a job where there is a huge labor shortage and exceptional attention must be paid to retaining employees. If I had not gone to the workplace for experience, I would have left this workplace within a short period time based on my first experiences and the company would have lost a diligent and good worker in my person. This situation could have been easily avoided if HR had consulted with the restaurant manager, who had created an integration plan based on which the schedule would be written jointly and then the restaurant manager would hold a lightning meeting where she would inform employees, Petty (2023). Irrespective of all this, I am also burdened by the responsibility. If after a few minutes I had gone to the HR office or visited the GM of the hotel, the situation would have been handled more quickly and I would not have lost one whole shift where o could have learned meaningful things. However, for this I need to develop my personal skills so that in each situation I can handle the situation in the shortest possible time so that it is as favorable as possible for all involved, Dapo (2023).
[bookmark: _Toc1553626294]Action Plan
If I find myself in a similar situation next time, I will know what to do to handle the situation properly. I know this because I explained the situation in detail to the manager of another department of the hotel and he also confirmed that such situations must be dealt with immediately and brought to the attention of high management. However, in order to be able to do this properly so that the situation is successful for everyone, I need to develop my soft skills, primary in the areas of communication, problem solving and decision making (Resources Workable, no date). I can develop these skills with a creative approach to work, self-training and copy the habits of talented managers (Indeed, 2023). 

[bookmark: _Toc1083986551]Conclusion
Throughout my professional experience in the food and beverage department, I learned a great deal. I believe that despite the challenging beginning, I was able to hone the abilities that are required for both working in a restaurant and providing competent customer service. I gained knowledge on how to serve food and beverages, set the table, take orders, and enter them into the system. I was also able to enhance my soft skills in addition to my hard skills. About the recognized managed problem, I gained a lot of knowledge. I'll be able to apply the knowledge I've received here in the future, as well as the lessons I've learnt from the experience to my regular work. 
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Breakfast was great quality, tasty and with plenty of choice of both hot and cold
items. They had the usual sausages, eggs, bacon, beans, hash browns plus lots
of pastries, fresh fruit, juices and cereal selections. You could also get an
omelette made to order and there was a pancake machine which my daughter
absolutely loved. The staff in the restaurant in particular were exemplary, so
helpful, friendly and polite.
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