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While in the F&B department at Delta Marriott Swansea (2024), shadowing Lynn, the F&B supervisor, offered me a firsthand look into the operational dynamics and the critical role of leadership in maintaining service standards. The unexpected breakdown (Secchi et al.,2019) of the dishwasher and the subsequent necessity to wash dishes manually was a stark reminder of the unpredictability in the hospitality sector. This incident, although challenging, was instrumental in highlighting the essence of work-based skills and technical knowledge. 
The physical and emotional toll it took on me—feeling sweaty, nervous, tired, and even contemplating quitting—was a significant learning curve. It underscored the importance of resilience and adaptability, which are crucial in the hospitality industry (Ho et al.,2023).
My experiences, including my previous year's placement, the job at Sam's Cafe and Restaurant in Swansea and my academic journey in International Hotel Management at the University of Wales Trinity Saint David (UWTSD), have shaped my understanding of the Food and Beverage sector. 
These experiences enriched my knowledge of communication, teamwork, task management, and personal skills (Cheung et al.,2010), which were crucial during the crisis. The manual dishwashing task, though daunting, served as a practical test of my ability to apply these skills under pressure, ensuring that guest service standards were maintained. Having to manually wash the plates, glasses, cutlery and breakfast mugs in less than one hour was an under-pressure task and unique in making me feel proud of myself and realise how helpful I was to my colleagues and the guests (Brymer et al.,1991).
Assuming a supervisory role in the F&B emphasised the critical balance between technical knowledge and work-based skills necessary for maintaining high service standards (Garrick et al.,2000).
My experience highlighted the importance of understanding technical aspects, such as food safety regulations and the intricacies of menu planning. For example, knowing the correct temperatures to store and serve food is not just about adhering to health codes; it guarantees that every meal is safe and enjoyable for the guest.
This dual focus on technical knowledge and work-based skills (Frost,1983) has underscored the complexity of the supervisory role within the hospitality industry. It is not enough to know the operational aspects of the job; a supervisor must also possess the interpersonal skills to manage and resolve conflicts, engage with guests and staff positively, and uphold the ambitious standards of guest service that Marriott is known for. These experiences have been invaluable, teaching me that true excellence in hospitality comes from the seamless integration of technical knowledge and work-based skills, applied with care and precision to every aspect of the guest experience (Frost,1983).
By integrating Gibbs' Reflective Cycle (1988) into the analysis of the dishwasher breakdown incident, it becomes possible to understand and learn from this event and take concrete steps towards improving the department's alignment with the hotel's overarching mission. (Kaplan et al.,2006.pp,77). 
This reflective process is invaluable for bridging the gap between daily operational practices and the hotel's strategic objectives (Sigala,2005), ensuring that I am better prepared for future challenges and more closely aligned with my commitment to excellence in guest service (Gibbs,1988). 
When the dishwasher broke down in the F&B department, it highlighted a glaring issue we overlooked: our heavy dependence on technology and a lack of adequate contingency plans for such equipment failures. This was not just a minor hiccup in our daily operations; it threatened the standards of guest service we pride ourselves on, not to mention the overall efficiency of our operations. Reflecting on this, I realised that this incident was a wake-up call, highlighting the need for a more resilient approach to our reliance on technological solutions (Perry et al.,2003).
In addressing this issue, I began to see the value in developing a more robust system of regular maintenance checks. It was not just about preventing breakdowns; it was about understanding our equipment better, predicting potential failures, and preparing accordingly (Mobley, 2002).
This meant scheduling regular checks and ensuring that these checks were thorough and conducted by individuals with the right technical expertise. The aim was to catch any signs of wear and tear or minor issues before they escalated into full-blown problems that could disrupt our service.
Moreover, I recognised the importance of training our staff across various roles in manual processes (Eraut,2007). This was not just for the sake of having a backup plan but was about empowering our team. By understanding and being able to execute manual processes, they would not be left feeling helpless in the face of technology failures. Instead, they could confidently switch to an alternative method of operation, ensuring that our service standards remained unaffected. This approach (Yukl et al.,2004.pp.123) also encouraged a more flexible and adaptable workforce capable of handling various tasks and challenges.
Incorporating theories such as Total Quality Management (TQM)( Dahlgaard-Park et al.,2018) into our operational strategy enhanced our department's resilience. TQM was not just a theory to be discussed in management meetings but a practical approach to fostering a culture of continuous improvement (Prajogo et al., 2006).
Applying (TQM) in the F&B department involves leadership commitment, employee involvement, and continuous improvement. Management must support quality initiatives and equipment maintenance plans, while staff across roles should identify problems and suggest improvements. Regular maintenance, problem-solving methodologies like PDCA, and customer feedback loops are crucial (Peças et al.,2021).
Training in both technological and manual processes ensures versatility. Streamlining operations, documenting standards, and monitoring performance with KPIs related to equipment reliability and service quality are essential (Mickelson, 2023).
This TQM approach enhances resilience, quality, and continuous improvement, transforming challenges into opportunities for growth. By applying TQM principles, we aimed to improve every aspect of our operations, from our equipment's efficiency and reliability to our staff's skills and versatility. Cross-training became an essential strategy for operational efficiency and building a team that could confidently tackle any challenge, whether stepping into a different role or handling tasks manually when technology failed us (Peças et al.,2021).
This journey of improvement following the dishwasher breakdown incident has been enlightening. It has taught me the value of preparedness, the importance of a well-rounded skill set among our staff, and the need for a continuous improvement mindset (Ramesh,2010).
By addressing the initial problem head-on and implementing these solutions, we are not just solving one issue but strengthening our department's foundation for future challenges. This experience has reinforced my belief in the power of proactive management and the critical role of adaptability and continuous learning in the hospitality industry (Domínguez et al., 2020).
If faced with a comparable situation, I would recommend several actions. Firstly, they ensure adequate staff training on aligning day-to-day operations with the hotel's mission. Secondly, a feedback system should be implemented where staff can voice their challenges in delivering personalised services. This feedback could then adjust operations to support the mission better. Finally, exploring ways to streamline operations to reduce pressure on staff, enabling them to focus more on delivering bespoke guest experiences (Lozovitskaya, 2017).
Through this reflective process (Bosman,2019), I have gained a deeper understanding of the complexities of aligning departmental practices with organisational missions, especially in the hospitality industry. This insight will be invaluable in my future career.
Based on the experiences gained, my future action plan involves enhancing communication, teamwork, task management, personal skills, and guest services (Herzberg,1968). Specific steps include:
Cross-Training: Participate in and advocate for cross-training programs within the department to ensure that all team members are versatile.
Regular Equipment Checks: Implement a schedule for regular maintenance checks to prevent unexpected equipment failures.
Crisis Management Workshops: Organize and attend workshops on crisis management to improve problem-solving skills and preparedness for unforeseen events (Smits et al., 2003). 
Feedback Systems: Establish a feedback system for staff to suggest operational processes and equipment improvements.
This action plan aligns with my personal and vocational development goals and contributes to professional growth within the industry by enhancing my capability to manage challenges more effectively.

Conclusion
Reflecting on the shadowing experience and the dishwasher breakdown incident has provided invaluable insights into the importance of work-based skills, technical knowledge, and the ability to maintain guest service standards under pressure. This experience has underscored the value of personal and vocational development in navigating the challenges of the hospitality industry. It has shaped my future career aspirations, emphasising the significance of resilience, adaptability, and continuous improvement in developing a fulfilling career within the F&B sector.
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