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My placement for this year it takes place in Rossington Hall Hotel and as the F&B department they have a restaurant named “The Lodge” with a great history behind, since 1773. The food and beverage department are a vital part of the hotel's overall organisational structure, even though it has the clear support of other departments (David et al., 2018). 
 Among managers, a food service manager is one of the few who truly interacts with the final customer (Dopson et al., 2019). Hospitality is essential to human existence, as O'Gorman (2010) argues.


I utilised the Gibbs model to describe my involvement in the food and beverages department throughout my placement. Given that employers anticipate that graduates will require more than a degree to secure employment, placement is widely recognised as a vital component of graduate employability skills and employment (Yorke, 2006; Saunders and Zuzel, 2010). Also, in his "Teaching Future Managers" study, Tas (1988) outlined the competencies required of management trainees in the hotel business. 
  At Rossington they have a small team and they showed me how important is teamwork. They were like teachers for me. Teaching is a learned skill, and that students should grow on their own (Calderhead & Shorrock, 2003).

In 1988, in order to present a structure for learning from experiences, Graham Gibbs developed the Gibbs' Reflective Cycle. It offers a structure for experience analysis and, due to its cyclical structure, functions particularly well with recurring experiences, allowing you to plan ahead and draw lessons from both successful and unsuccessful endeavours. The following six steps are covered: action plan, conclusion, analysis, evaluation, feelings, and description. 


Experience 1

Description:

One day I was helping the employees at “The Lodge” restaurant during a busy shift. Numerous tables where in expectation for taking them orders and one customer asked for bred with gluten free and the kitchen was overwhelmed with orders, so I did not remember about that particular order. The kitchen was already busy, but I needed to prioritise that order and ask them to do another bred with gluten free.

Feelings: 

I was overwhelmed and stressed because the kitchen was struggling to keep up with the orders and my mistake made them to redo the order. Also, I felt embarrassed in front of the kitchen staff. After I was worried about providing excellent service to the customers and to keep in mind all that the customers asked me for.




Evaluation:

Despite the challenges, I managed to prioritize that particular order and change in time for the customer without realising my mistake. However, the other orders where a bit delays in getting the food for the other customers. And the kitchen staff knew about my mistake. 




Analysis:

The kitchen high volume of orders was one of the bad factor that apply to customers expectation in order to expecting the orders. Additionally, my mistake was a lack of effective communication between front and back of the house that contributed to this issues.
 
Conclusion:

I understand that clear communication between the front house and back house is necessary to ensure that the orders are given correctly. Also, how important is to have a well-function kitchen to ensure that during busy times the operation is going smooth. The delay impacted customers satisfaction and could have been avoided if I was paying more attention to that particular detail. The consumer's direct and subjective assessment of their involvement in the service process, their connection with it, and its results which encompass their path through a sequence of touchpoints and steps is what is known as the customer experience (Johnston et al., 2012).

Action plan:

Moving forward this experience will change me in good thru seeking more additional training or guidance on taking orders and paying more attention to details. Also, I will communicate more effectively with the kitchen staff, ensuring that I provide all the details for the orders. I also suggest implementing strategies to handle high-volume periods more efficiently, such as optimizing kitchen workflows.



Experience 2

Description:

Shaun had breakfast at the hotel conservatory one day. The service was delivered slowly and inaccurately. He requested a plain omelette but got one with gammon on it instead. Shaun requested to talk with the manager. Upon Shaun's request, he was told that the hotel management is not accessible for a talk. Operation managers are always in need of process improvements and employee motivation to carry out operations more efficiently and provide higher-quality products and services (Slack et al., 2016). When he checked out, he was so annoyed that he wrote a complaint letter to the front desk asking for a refund.


Feelings:
Because of the repetition of the errors, it is difficult for me to express how I feel. We pledged to promptly apologise for any difficulty caused, and an inquiry was launched to determine the root of the error. 


Evaluation:
There are not enough personnel at the hotel, and the kitchen was crowded. Following that day, the team called on the free staff to assist when the staff was overworked and start hiring.
Analysis:
Shaun was hoping for an official apology from the hotel staff and asking for a complete refund for his dinner. In order to avoid such problems in the future, he also recommended that the hotel recruit more staff. 
Conclusion:
In an effort to show Shaun our gratitude and dedication to providing better service, we gave him the complete refund that he had asked along with a free future meal discount. Additionally, a formal written apology was provided by the hotel manager, expressing remorse for the service shortcomings, and outlining the measures that will be done to resolve the concerns brought up. 

Action plan:
Hopefully, it won't happened once more. Due to a staffing shortage, it frequently occurred. By addressing the issues promptly and effectively, can turn a negative experience into a positive one, potentially retaining the customer and even earn their loyalty. Turning a bad experience into a good one and possibly keeping the consumer or even winning their loyalty can be accomplished by quickly and efficiently handling the problems. Hemmington (2007) suggests that customers value experiences, memories, and meal experiences rather than food and drink or service delivery. 
With this experiences in hospitality, I was able to grow personally and professionally, gain flexibility, memories, and stories, as well as the capacity to learn from mistakes.
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