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                                         Overview of the Food and Beverage Department
The Food & Beverage department is a technical department that creates the actual guest experience when culinary expertise meets exceptional services in the symphony of guests' preferences. Customer loyalty, product marketing, and customer retention rely on the impression stamped by the food and beverage department in satisfying customer needs. The department is anchored in customer-oriented objectives such as providing quality food and beverages, a customer-friendly ambience, professional culinary services, and impacting value for money as the driving force in quality service delivery. Characterised by quality amenities and attentive-to-detail employees, Novotel Hotel is booming to be one of the best hotels under the umbrella of Accor Group. This paper reflects on my placement objective to incorporate academic, vocational, and personal skills into the real world of hospitality. 


                                        Experience and Personal Development

In my first week, I experienced an increasing number of guests attracted by the department's commitment to corporate social responsibility (CSR) initiatives.  As Linda et al. (2020) state, the department is instrumental in building customer experience. The shadowing supervisory position embodies personal development opportunities and a chance to sharpen the technical skills with which I have a draft of practicality. In my second week, I was already involved in key departmental roles, such as preparing employee shift schedules, arranging employee training sessions, designing and implementing quality standards strategy, and tracking employee performance via indicators such as KIPs. As Mahafzah et al. (2020) outline, employees are pivotal in customer relationships and influencing department service quality; therefore, work-based skills are critical. 
Getting involved directly in the department with the mentorship of my supervisor was the ultimate opportunity I have been anticipating. Grooming myself as an impeccable hospitality enthusiast and working alongside an experienced supervisor provided a fulfilling tone in my academic journey. As Mahsyar and Surapati (2020) assert, customer loyalty is developed when quality services are served, and the service providers have metrics to prevent the standard quality from being compromised. Certain of the loyalty impact, equipping employees with technical knowledge during training is vital to creating and maintaining standard quality (Nguyen and Malik, 2022). I find absorptive capacity programmes worthy of upscaling department service delivery, a step the supervisor has embraced. 
My academic journey, the mother of my today's personality and competency, has elevated me to the heights of facing my fears and overcoming obstacles that dared to cut short my ambitions. As Pereira, Vilas-Boas, and Rebelo (2020) reinforce, knowledge is power, and the academic journey is the path that illuminates the development of both vocational and personal skills in students to bridge them to employment opportunities. My academic journey has contributed to my potential to impact customer quality services at the Novotel Hotel as a young hospitality enthusiast. As Marnewick (2023) encourages, the academic theoretical framework has equipped me with knowledge of customer management, quality control, task management, problem-solving skills, and a divergent understanding of multi-cultures that enable me to serve and interact with guests seeking departmental services effectively. 

          Critical Analysis of Work-Based Skills and Technical Knowledge

Personal skills such as self-confidence hinder my productivity from gaining full momentum. The shadowing role is rooted in personal skills such as attention to detail, being an active and productive team player, being customer-friendly, adaptability, flexibility, and empathy. Abu Asabeh et al. (2023) assert that soft and other personal skills should be imparted to students through the curriculum to foster their productivity. Being empathetic to customers when they need immediate assistance is a technique that has won the trust and loyalty of customers towards the quality of customer service. One evening, a guest was ailing, and before I could gather enough information to attend to the guest, our supervisor attended to the guest. I met the supervisor, who listened to the guest attentively, soothed him through the pain, and helped him seek medical assistance. 
The supervisor stated that developing empathy and problem-solving skills enhances the department's productivity and customer satisfaction (Tang, Vezzani, and Eriksson, 2020). By engaging in most department activities, I attained proficiency in task management, task completion, and building strong customer management techniques. Blending vocational, technical, and personal skills has resulted in an indelible customer experience. In addition, interacting with multilingual and multicultural guests unleashed my fears. I often participate in team-building activities and contribute during staff meetings to boost my self-awareness. On the other hand, competency in management systems such as Xenia and GoAudits has streamlined food and beverage quality processes at Novotel and tailored customer satisfaction through documentation, quality support, reporting, and feedback mechanisms. It is, therefore, essential to equip employees with the technical skills and knowledge to bridge expectations to satisfaction. 

                                  Reflection on an Organisational Issue

During my placement, the Food and Beverage Department experienced inventory management complexities. The inventory management issue incorporated touched ranges such as long shelves of perishable items, hotel space management, assembling of the food materials, scheduling of the customer’s deliveries, and the actual delivery of the customer orders. The inability to use perishable items on time led to their expiry and could not be used to meet customer needs. Scheduling complexity of the deliveries and delayed deliveries contributed to the loss of customer trust, reducing the number of customers seeking hotel services (Sajid et al., 2022).  In addition, inadequate room to meet the demands of the customer resulted in the loss of potential customers. Lack of measures to counter inventory complexities resulted in high waste volumes and overworking of the employees due to unscheduled emergency deliveries. This pressure affects employee productivity and it results in organisational financial losses and reduced customer loyalty. When employees are under pressure they are likely to have negative productivity, which affects the overall guest services by the department. 
The feasible solution to the inventory management complexities includes the adoption of an inventory management system and establishing inventory management policing into the department system to aid in food processing and packaging to prevent perishable items from going to waste (Madamidola, Daramola, and Akintola, 2020). In addition, the customer’s orders' deliveries can be sorted by the department introducing multiple delivery slots. Multiple slots ensure employees are assigned the number of deliveries they can make in a given period. such arrangements eliminate delayed delivery and sort out the scheduling problem. Employees also must be equipped with skills on how to manage customer needs and offer quality services to ensure customer retention as Mangifera and Mawardi (2022) recommend.  



                                                                 Action Plan
	Problem
	Assessment 
	Solutions 
	Strategies
	Desired Outcome
	Timeline
	Budget 

	Guest Services
	Inadequate digital skills
	Incorporating digital skills programs. 
	Constant employee programs on digital skills and technical knowledge.
	Management systems usage proficiency
Effective communication
	Two training sessions in every quarter
	£15,000

	
Personal skills
	Limited personal skills practice.


	Mentorship and personal skills training
	Practical assessment of personal skills during staff training
	Empathetic and customer-sensitive staff.
	Daily Evaluation
	£5,000

	Teamwork
	Inconsistent team corporation
	Consistent team-building activities
	Introducing interdepartmental projects to strengthen teamwork
	A strong and diverse team
Increased productivity
	April 2024
	£10,000

	Team Management
	Delayed task completion 
	Task prioritisation and evaluation
	Introducing employee task performance and assessment project progress
	Increased productivity and customer satisfaction 
	Quarterly assessment
	£20,000

	Communication skills and technical skills


	Communication barriers and limited knowledge programs 
	Training employees and introduction of skills-oriented courses. 
	Introduce development programs as part of workshops.
Comprehensive training at personal and departmental level
	Skilled and knowledgeable staff.
Building of reliable communication channels.

	June 2024
	£34,000


                                                                 


                                                                        




                                                                     Conclusion

My placement at the Food and Beverage Department yielded enough experience to impact the hospitality industry in the future. I gained first-hand experience from interacting with the supervisor, who mentored me in every aspect of the departmental roles. My academic journey was a pacesetter that paved the way for me to build vocational and personal development skills. Enthusiasm for technical knowledge helped me meet guests' expectations and widened my knowledge, enhancing my self-development. A blend of theoretical framework and field experience has seen even the most challenging projects reach optimum levels, and the employees become reliable to customers due to their workplace skills, such as communication, empathy, problem-solving, and ability to multi-task.
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