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[bookmark: _Toc199930284]Introduction 
Rossington Hall is a luxury hotel with 20 bedrooms, located in Doncaster, UK. The hotel was established in 2012 and offers an exceptional venue for weddings, accommodation services, and a restaurant (Rossington Hall, n.d.). The restaurant offers a range of Food and Beverage (F&B) services, including breakfast, lunch, afternoon tea, and dinner.       
[bookmark: _42rgzbdb4q9s][bookmark: _Toc199930285]Section 1: Reflection 
For the reflection, I have used Kolb’s reflective model, which helped me analyse my placement experience in depth. 
Concrete Experience 
During my placement, I was assigned the role of a trainee F&B waiter at Rossington Hall in the UK. As a trainee F&B waiter, I was responsible for taking orders, creating Kitchen Order Tickets (KOTs), serving food, and addressing customer queries. My core learning objectives were to understand the end-to-end operations of fine dining services at Rossington Hall, develop practical food and beverage (F&B) skills, and enhance my communication skills.
Reflective Observation 
Considering my experience, I have identified my core strengths and potential weaknesses that affected my job role at Rossington Hall. My ability to interact and communicate positively with guests positively impacted service quality, along with my time management and organisational skills. Practical communication skills are crucial for engaging customers and enhancing satisfaction levels and service delivery in the hotel industry (Johnston et al., 2012). However, my weakness mainly includes a lack of leadership, which affected my job role. I failed to communicate clear goals and manage the team in the absence of our manager, which led to poor performance. 
Abstract Conceptualisation 
An incident required me to take a leadership stance when our manager was absent, and the dining hall was overcrowded, necessitating effective management. I was overwhelmed by the crowd and failed to handle the situation due to a lack of communication with team members. Cousins and Weekes (2020) emphasised that customer service experiences can be negatively impacted by staff incompetence, leading to inefficiency. A lack of leadership qualities affected my role and teamwork, resulting in poor outcomes. Furthermore, I also lacked problem-solving ability as I was unsure of the actions that I should take to address the situation.
Active Experimentation 
To develop leadership skills, I have decided to undertake a course and proactively engage in practical workshops to develop my inner skills and competencies. To enhance my leadership attributes, I have volunteered to lead group tasks in the course program. To improve my problem-solving skills, I will participate in brainstorming sessions and play simulation-based games to widen my knowledge and enhance my creative thinking abilities.  
[bookmark: _d1h7witp5hjq][bookmark: _Toc199930286]Section 2: Development Journey 
My primary responsibilities in the current placement included assisting customers in selecting meals, providing food delivery services, taking orders, and serving food and beverages to customers. I also managed the service dining area by cleaning it and ensuring organisation by communicating with other waiters. There are several differences between the Level 4 placement and the current F&B experience, considering I completed the placement at the same Rossington Hall. There is limited independence and high stress on service etiquette and efficiency, which impacts customer perception and overall service quality (Truong et al., 2020). Time management and organisational skills help maintain high service efficiency, meet customer satisfaction, and improve the overall experience (Fallon and Rutherford, 2010). This indicates that my abilities and behaviour were modified based on the placement and the demands of the organisation. My approach emphasised providing efficiency in services with practical team-building skills. The Level 4 placement experience was adequate, as it provided me with a fair understanding of F&B operations. However, there was more stress on service quantity rather than quality, which did not allow me to identify the weaknesses. 
On the contrary, for Level 6 placement, I learned about sustainable hotel operations and tourism, which helped me to understand customer dynamics. My approach was to ensure green operations and focus on sustainable practices to impact organisational values positively. Environment-friendly operations can help hotels develop a positive brand image and enhance the overall customer experience (Lin et al., 2025). Moreover, I learned that service quality can be improved by adopting sustainable practices such as recycling. 
[bookmark: _eud7ek36h0fc][bookmark: _Toc199930287]Section 3: Service Improvement Proposal 
One of the essential areas in food and beverage operations is staff training, which I think should be improved to ensure a positive impact on customer service and experience. The speed and manner of guest service are dependent on the staff who interact with customers and manage the dining service area (Lee and Liu, 2023). Staff training can help upskill employees, educate them about the consequences of service inefficiency, and improve customer service (Walker, 2021). For hotel operations, adequate staff training can help maintain high efficiency and provide timely service in reception, dining areas, and rooms, thereby creating a positive and seamless customer experience (Vallen and Vallen, 2014). 
To justify this factor, I discussed it with my colleagues at Rossington Hall, who believed that their lack of knowledge and training affected their performance during the placement. One of my colleagues stated that he had no formal understanding of working in a luxury F&B dining area, which led to poor customer service and experience. 
To enhance the guest experience, the improvement plan comprises three practical, actionable steps, including continuous staff training and development through the introduction of new programs and initiatives. These programs aim to enhance knowledge of sustainable hotel operations and teamwork skills, while also improving leadership and management approaches. By providing learning and development programs, staff can be upskilled and performance can be enhanced to improve customer satisfaction (Waqanimaravu and Arasanmi, 2020). On the contrary, poor leadership can lead to improper influence on staff, affecting morale and employee satisfaction, which can also affect performance efficiency in the hotel sector (Mukwevho et al., 2020). Similarly, for effective employee management, tracking performance, acknowledging hard work, and driving efficiency can lead to an improved customer experience (Shaheen et al., 2024). This can be done by adopting a transactional leadership style, which ensures a positive reinforcement approach to recognise employee performance. 
To elevate hotel F&B standards, the performance criteria can integrate the SMART goals system to track progress, implement training programs to develop technical knowledge, and drive professional development. 
[bookmark: _jeapihm4rp34][bookmark: _Toc199930288]Conclusion 
Thus, it can be concluded that the effectiveness of hotel F&B operations is dependent on various factors, including staff service quality, staff manners, leadership, performance management, and overall culture. To ensure customer satisfaction growth, it is essential to provide proper training to staff, which can improve efficiency and etiquette, leading to high-performance outcomes. 
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