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Introduction
As part of my 10-week Level 6 hotel placement, I gained hands-on experience and developed a deep understanding of the operational, managerial, and guest service aspects of the Food and Beverage (F&B) department. This engaging experience offered me a unique opportunity to apply theoretical knowledge to real-world scenarios while enhancing practical skills. For this reflective essay, I will utilize Gibbs' Reflective Cycle (1988) to evaluate my experiences and analyse how shadowing a supervisory role within the F&B department contributed to my development of essential work-based skills and technical knowledge. By reflecting on my placement, I aim to assess how these experiences have shaped my growth as an aspiring professional in the hospitality sector, focusing on areas such as communication, teamwork, and adaptability.

Reflection on Experiences Using Gibbs' Reflective Cycle
According to Smith R. P. & Mackenzie M. (2020), shadowing a supervisor in the F&B department provided insights into both front-of-house and back-of-house operations, including managerial duties and guest service interactions. Ivanov S. (2008) highlights an overbooking situation during a special event dinner that required swift problem-solving to address guest dissatisfaction caused by an administrative oversight.
The experience included coordinating staff briefings, overseeing service quality, and managing inventory compliance, offering a comprehensive view of operational challenges in a fast-paced environment. According to Koc E. (2019), stepping into this dynamic setting initially brought a mix of anxiety and excitement, as navigating complex guest service and operational demands required quick adaptation and conflict resolution skills
However, as I continued to work closely with the supervisor and team, I began to grow in confidence. Observing how experienced professionals approached challenges, such as guest complaints or service delays, helped me develop a systematic approach to problem-solving. Additionally, when I witnessed positive guest feedback resulting from our collective efforts, I felt a profound sense of fulfilment and pride. These moments not only validated my choice to pursue a career in hospitality but also reinforced the importance of continuous learning and adaptability in such a dynamic industry.
According to Harrington R. J. & Ottenbacher, M. C. (2018) the placement offered both rewarding and challenging experiences. On the positive side, I gained firsthand exposure to the complexities of F&B operations, including staff coordination, inventory management, and compliance with health and safety standards. I also learned the importance of effective communication and teamwork, particularly when dealing with large-scale events or peak service times. One of the most fulfilling aspects of the experience was observing how genuine care and proactive service measures could transform a guest’s negative experience into a positive one, fostering loyalty and satisfaction.
On the other hand, some challenges tested my adaptability and problem-solving skills. The overbooking incident, for instance, highlighted the operational pressures of managing unforeseen issues while maintaining composure and professionalism, as per Singh A. (2017). Balancing guest satisfaction with organizational policies proved to be another critical learning point, as not all guest requests could be accommodated. This experience underscored the need for emotional intelligence and resilience in handling demanding situations within the F&B sector.
Analysis
According to Buted D. R., Felicen, S. S. & Manzano A. I. (2014), my placement highlighted the critical role of work-based skills and technical knowledge in the F&B department. Problem-solving and adaptability proved essential, as seen when a kitchen delay caused guest frustration. The supervisor managed this by coordinating with the kitchen, offering a complimentary dish, and communicating openly, demonstrating how proactive measures ensure guest satisfaction.
According to Annisa R. N., Suwandojo D. P. & Hikmawati M. M. (2023), familiarity with inventory and reservation management systems in the F&B department was essential for ensuring operational efficiency and maintaining service standards. These tools helped the team monitor stock levels, track event bookings, and coordinate resources effectively. I also learned the significance of adhering to health and safety standards, to maintain operational quality and guest trust.
Teamwork and communication formed the foundation of F&B operations during my placement. Shadowing the supervisor offered me a deeper appreciation for the collaborative efforts required to deliver seamless service, as per Guchait P., Paşamehmetoğlu A. & Dawson, M. (2014). For example, during a large banquet event, effective coordination between the waitstaff, kitchen team, and banquet coordinators was essential to ensure timely service and accommodate last-minute guest requests. The supervisor’s ability to delegate tasks clearly and address potential bottlenecks demonstrated the value of strong leadership and effective communication.
According to Brownell J. (2009,) I also observed the importance of active listening and adaptability when interacting with guests. By adjusting our approach to individual needs such as dietary restrictions or specific seating preferences we were able to enhance the overall dining experience. These interactions reinforced my understanding of how personalized service is critical in building guest loyalty and exceeding expectations.
Personal Skills The placement also provided opportunities to develop personal skills such as emotional intelligence, resilience, and time management. Managing guest complaints, such as dissatisfaction over seating arrangements or menu availability, required a calm and empathetic manner. I learned that acknowledging a guest’s concerns and offering practical solutions, such as a complimentary appetizer or expedited service, could help turn a potentially negative experience into a positive one.
According to Sainaghi R., Phillips P. & Corti V. (2019) , time management was another area of growth, as I had to balance multiple responsibilities, including assisting with service operations, inventory checks, and guest interactions. This experience taught me the importance of prioritizing tasks and maintaining focus in a high-pressure environment.
Organizational Issue and Proposed Solutions
The Overbooking Challenge One of the most significant organizational issues I encountered was the overbooking of a special event dinner, which revealed gaps in the department’s booking process and interdepartmental communication, as per Riasi A. (2018). The supervisor mitigated the situation by sincerely apologizing to the guest, offering a complimentary meal voucher for a later date, and providing a complimentary drink to compensate for the inconvenience. While this response alleviated the guest’s frustration, it highlighted the need for systemic improvements to prevent similar issues in the future.
Proposed Solutions To address this challenge, integrating an automated overbooking alert system within the F&B reservation platform could proactively monitor reservations and flag capacity discrepancies. Establishing a standardized protocol with predefined compensation options would streamline responses and minimize guest dissatisfaction.
According to Sumaco F., & Mount D. (2010), training staff in conflict resolution and service recovery is vital for ensuring consistent service quality, even during service failures, as effective resolution can enhance guest loyalty (Service Recovery Paradox).
Finally, Nguyen M. (2017) emphasizes improving communication between the F&B and reception teams to ensure accurate event planning. Regular interdepartmental meetings or shared digital tools could align booking processes and reduce oversights.
Conclusion My 10-week placement in the F&B department provided invaluable insights into the operational and managerial aspects of guest service. Shadowing a supervisor allowed me to develop key skills such as communication, teamwork, problem-solving, and adaptability, which are critical to succeeding in the dynamic hospitality industry. The experience also highlighted the importance of technical knowledge, such as familiarity with POS systems and compliance with health and safety standards, in maintaining high service standards.
Addressing organizational challenges, such as overbooking, taught me the value of proactive problem-solving and effective service recovery strategies. To further enhance my skill set, I plan to pursue additional training in customer relationship management and service recovery. Engaging in industry networking and mentorship will also provide deeper insights and career advancement opportunities within the F&B sector.
Applying Gibbs' Reflective Cycle has been instrumental in structuring my reflection and identifying areas for growth. By continuing to refine my skills and embracing industry best practices, I aim to build a successful career in the hospitality industry, delivering exceptional service that exceeds guest expectations.
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