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The Holiday Inn Sunderland is a modern hotel with 120 guest rooms and an open lobby concept for dining, lounging, and workspaces. The city's regeneration is a key function that the hotel performs, opening its doors to serve guests with flexible and dynamic hospitality services (Booking.com, 2025). A central feature of the Open Lobby is the Food and Beverage (F&B) department, which provides all-day dining, including catering for 60 guests. Hotel guests and locals can enjoy using this multifunctional space well.
Placement Learning Objectives:
· Get practical management training in a multifunctional hospitality environment.
· Gained skills in communication, teamwork, and task management.
· Gaining technical knowledge of menu engineering, health and safety standards, and digital systems.
· Address such operational challenges and suggest workable solutions.
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Shadowing a Supervisory Role
While at the Holiday Inn Sunderland, I shadowed the restaurant supervisor. I observed their job: entering tasks for staff, seeing to service standards, and advising guest complaints. My notable experience was helping coordinate a spaced-out Tuesday morning dinner service with guests. I helped monitor table turns and guest concerns and promptly communicated with the front of the house and the kitchen.
Using Gibbs’ Reflective Cycle, I reflected on a significant incident:
· Description: The incorrect dessert was served to a guest with a terrible nut allergy and was quickly spotted before it was consumed.
· Feelings: I first became panicked over what was going on with the situation, but then relieved that the issue did not inflict harm to the guest.
· Evaluation: The error was not, but the corrective action was swift, and a breakdown in allergen communication protocols was revealed.
· Analysis: This incident resulted in us not relying as much on the server giving up their allergen information, so we needed to verify it more closely between the server and the kitchen. 
· Conclusion: A double-check for allergen-specific orders could be implemented to avoid similar issues.
· Action Plan: The team adopted this, and I proposed that during pre-shift meetings, an allergen checklist be reviewed.
The experience enhanced the key functions of teamwork, problem-solving, and adaptability to service standard guarantees (Cousins and Weekes, 2020). It was very helpful to learn how the supervisor can delegate and lead a team of 10 staff while under pressure during peak times.
This placement allowed me to leverage previous industry experience and learn advanced guest service and operational management in a demanding environment (ASET, 2017). 
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Key Work-Based Skills Encountered
There, I gained a lot of work-based skills that helped me with bar service. It was about communication, especially at a time like a Thursday Lunch for people. I saw how clear and easy-to-follow instructions from the supervisor eliminated errors and communication between the kitchen and the servers. What I did was that when guests fed back food, whether it was a special dietary requirement or not, it was communicated promptly to the kitchen team to ensure that my communication skills were getting better.
At a busy period with loads of guests, teamwork was essential. Also, I collaborated with both the bar and restaurant teams to perform time-sensitive tasks such as serving drinks, clearing tables properly, etc. It also showed how these unseen professional challenges, like staff shortages, are met with the team's ability to adapt: to support each other and share that responsibility (Vallen and Jerome J, 2014).
Relevance to Guest Service Standards
Maintaining consistency in all service interactions was required to meet guest expectations (Fallon and Rutherford, 2010). For example, with accurate allergen labelling and good communication of special requests, guest satisfaction also improved (Susskind and Kacmar, 2017). The need for good communication and pre-shift briefings was brought to light by one mistake during breakfast service when a guest's gluten-free meal was delayed.
Technical Knowledge Gained
· Health and Safety Compliance: Checking temperatures and keeping clean to the level specified by the Food Standards Agency (FSA).
· Menu Design: Thinking about pricing strategies and food cost impacts on profitability how the 'Chef's Special', driving sales up 15%, helped explain how this could work.
· Technology Use: Streamlining service and decreasing errors using the POS system.
Combining these skills and academic theories. For example, Johnston, Clark and Shulver (2012), integration of people, processes, and technology helped me understand operational sustainability and guest service delivery. 
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Identified Organizational Issue
During my placement at the Holiday Inn Sunderland, staffing shortness was one of the not-so-nice things to see, especially at peak times. The department's turnover rate was around 15% on average, certainly high enough to create staff vacancies that had to be routinely filled by casual or undertrained staff, resulting in operational inefficiencies (Mohsin, Lengler and Aguzzoli, 2015). For example, a Friday evening service with over 80 covers, where we lacked staffing, which delayed food service and, in doing so, increased guest complaints and lowered the morale of our teams.
Impact on Operations and Guest Service
· Guest Experience: Service was slow, and entry into service was inaccurate due to staffing shortages. For example, a Sunday brunch with insufficient available staff caused table clearances to lag, leaving new guests waiting longer at the tables. By all means, it did not help the hotel with its timely service or reputation (Umasuthan and Park, 2017).
· Team Morale: Staff was sometimes overworked and often fatigued, affecting motivation and sac that sometimes slipped. At a wedding of 120 people, I was present when the extra work impacted team members and caused their overall performance to suffer from stress.
Proposed Solutions with Theoretical Support
· Structured Onboarding and Training: Pushing out a comprehensive new and casual staff training program would help reduce errors and increase service consistency.
· Incentive Programs: Staff can be motivated, and turnover can be prevented without undue effort by offering performance-based bonuses or recognition for outstanding work (Jawabreh, Al Fayoumi and Bareya, 2022).
· Cross-Training: By combining bar and restaurant responsibilities, training staff should be able to accommodate higher demand times (Belias and Trihas, 2022).
Herzberg's Two Factor Theory applies to these solutions as well as the hygiene factors (e.g. working conditions) and motivators (e.g. recognition and growth opportunities) (Sobaih and Hasanein, 2020). Additionally, we could learn from benchmarking practices of competitor hotels on successful retention strategies. The Holiday Inn Sunderland can improve ops efficiency and guest service standards by addressing staffing shortages and improving staff satisfaction. 
[bookmark: _Toc191733560]Conclusion and Action Plan
The Holiday Inn Sunderland gave me a first-hand look from my placement in the F&B department, looking at the operational, managerial, and service aspects a department such as F&B introduces. Shadowing a supervisory role gave me an insight into some important work-based skills, including communication, teamwork, and problem-solving. The technical knowledge, such as health and safety compliance and menu design, enabled me to understand how service levels were maintained. Coming out of those challenges, I reflected on the idea that organizational strategies can help maximize efficiency and guest satisfaction.
Action Plan
To further develop professionally, I plan to:
· Enhance Technical Knowledge: To instil confidence in the valued customers, take a food safety certification program, for example, the Level 3 Supervising Food Safety in Catering.
· Develop Leadership Skills: Go for a team management and conflict resolution training workshop (Haag, 2013).
· Build Practical Experience: Seek to gain further placements in bigger, potentially high-volume F&B operations to gain more industry knowledge.
This process will equip me for supervisory posts in the hospitality industry and aid me in progressing my long-term career.
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