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[bookmark: _Toc200481194]Introduction
My placement at the Holiday Inn Castle Marina offers me experiences as a hospitality professional at a casual dining restaurant with features of a licenced bar as well as a coffee corner which helps grabbing beverages and snacks on the go. The role I have is particularly focused on guest facing tasks and observing coordination in back of the house value creation processes. The learning objectives I am pursuing through completion of this reflective log is the process of improving my multitasking and upscaling related skills in busy dining environments while also trying to understand and apply the effective communication techniques between kitchen and service staff. Another role I have is to assess and then contribute to the eco-friendly practises within F&B operations.
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SECTION 1 - Role Reflection
[bookmark: _Toc200481196]Gibbs Reflective Cycle (1988)
Description
Currently I am in my third week of the 10-week placement at the Holiday Inn Castle Marina. I have been assigned to the casual dining restaurant of the hotel which includes the seasonal à la carte menu as well as the licenced bar along with the grab and go corners. The role I have particularly is focused on the front of house guest interactions as well as stable services and occasional bar support.
Feelings
Initially I was feeling somewhat overwhelmed especially during managing multiple tasks and looking forward to understanding the menu that often changed. The team support I received however was very strong and slowly but suddenly I began to enjoy interaction with the guests and taking pride on recommending dishes and learning the processes of tailoring services towards personal guest preferences.
Evaluation
Until now my experiences have been able to highlight both positive as well as some challenging aspects of supervision. On one hand I am able to use the team briefings to my advantage as well as staff radios in terms of understanding the structure and the communication process. On the other hand, supervisors not being present or responsive creates chaotic service situations. This was helpful in understanding how crucial visibility is and how leadership is important in maintaining standards (Walker, 2021).
Analysis
My supervisor often practises situation leadership by looking forward to adjust the focus of the team on the basis of the real time demands and this positively helps staff morale as well as the experiences of the guests. Also, ineffective supervision creates situations where errors are not checked and the guest satisfaction levels decline which confirms the importance of accountability in F&B operations (Cousins & Weekes, 2020).
Conclusion
The early experience has been helpful for me in terms of identifying my areas of strength such as guest engagement as well as upselling as well as areas in which I can develop particularly in terms of product knowledge as well as time management while being under tight deadline pressure. 
Action Plan
For further development I have plans to follow the steps chronologically -
· Using flash cards for improving knowledge of deserves or even allergens
· Looking forward to shadow the bar team in terms of understanding the service flow
· Confirming each and every guest order at the POS in terms of reducing services errors
I will be considering revisiting these steps at the 6th week for assessing my progress.
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SECTION 2 - Development Journey
Although I am still in the very early weeks of my level 6 placement, I have now been able to already identify some key developmental shifts when compared to the experiences I collected in level 4 and level 5. In the 4th level I was working at a small as well as independently owned boutique hotel within which the Food and beverage litter operations were manually managed. The tasks were very much basic and they were very much limited to tray services as well as very little importance given towards digital systems or services that were data driven.
Holiday Inn Castle Marina is very different and it operates in a digitally integrated model. All of the servers are known for carrying handheld POS systems and follow allergen protocols very strictly along with pre shift briefings in terms of maintaining the standards. This particular shift was helpful for me to challenge myself in adapting to more formal systems and look forward in complying with all health and safety related measures which I only studied in theory.
Within level 5, Sustainable Hospitality & Tourism Management module was helpful for me to learn about food waste logging as well as sustainable menu designing. For example, the sustainability charter of the hotel promotes food waste reduction but I have also observed uneaten items being thrown away without any documentation. I have shared an idea with my supervisor in terms of trying out a manual log book in terms of tracking commonly uneaten items for reducing wastage. This can be helpful for human resources in adjusting and reducing waste age and establishing a practical link with my academic learning (Martin, 2020).
I also found myself applying the menu engineering insights. I suggested during a briefing that high margin diseases such as roast chicken supreme must be verbally promoted by the servers and this idea was welcomed by my superior. Although it is very early for understanding some measurable impact but it can be said that it has reinforced my awareness of different revenue strategies in guest communication (Johnston et al., 2022).
[bookmark: _Toc200481198]SECTION 3 - Service Improvement Proposal
[bookmark: _Toc200481199]Issue Identified
One major operational gap was the lack of visibility in between the flow team and the kitchen in regarding the preparation related delay. These were the situations which often led to unnecessary trips to the kitchen as well as guest satisfaction and stress amongst the staff on the floor.
[bookmark: _Toc200481200]Justification
This particular issue became very clear during my second strategy at the dinner service during which there were several tables that were left waiting for the main items without them having any updates. When I was asking the kitchen about a 20-minute delay the chef was mentioning about backup at the grill station. When I communicated to one of my colleagues about the reason for this communication not being made the reply came that human resources in our group only got to know about the delays when someone made complaints. I tech deeds was a reactive approach which left servers very much unprepared in terms of managing guest expectations.
[bookmark: _Toc200481201]Improvement Plan
· Installing KDS or Kitchen Display Systems which will allow proactive adjustments and reduce miscommunication (Raamkumar et al., 2020).
· Floor-Kitchen Liaison Manager designated per shift for providing real time updates as well as coordinated feedback and this particular role can rotate daily for developing awareness across teams and accountability (Singh et al., 2020).
· 15-Minute Courtesy Rule introduced so that the service automatically checking on guests waiting beyond a time frame of 15 minutes and offering an explanation or any complimentary beverages if they are able to anticipate dissatisfaction and look to strengthen guest trust (Al-Dmour et al., 2020).
[bookmark: _Toc200481202]Link with Performance Criteria
Improving the issue will directly enhance communication as well as service timing and guest satisfaction which are all very cool to food and beverage related performance indicators. It will also be helpful to the servers for aligning better with the service standards expectations of the hotel (Vallen & Vallen, 2017).
[bookmark: _Toc200481203]Conclusion
So far, my placement has been able to provide me with some valuable insights into the daily complexities that are related with the ‘Food and Beverage’ related operations at a large-scale hospitality organisation. I have now begun to understand my areas of strength as well as areas of weaknesses and develop the weak areas by increasing product knowledge and also reflecting on other operational weaknesses that can be improved by me. At the end I must communicate that I am confident that I am on track in terms of meeting my initial learning objectives and contributing meaningfully to the teams I am involved with as a hospitality professional.
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