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[Intro]
Presently, for this final year of my work placement at ‘Ibis’, a suburban low-budget hotel situated in the Shipley market town district of the Bradford metropolis in the West Yorkshire county of northern England.  It is also worth mentioning this hotel is nestled in the heart of a world heritage site, namely ‘Saltaire’.  
The current paper sets out my academic journey through vocational training, which has defined my personal experiences held in operational management practices such with the key insights into developing my niche role ahead, so tasked with shadowing a supervisory position within the Food & Beverages (F & B) department.  

[Brief Overview]
The F&B department at Ibis provides a cost-effective breakfast service with either a continental choice (ie) pastries, cereal, fruit and juices ) or traditionally British-cooked options (ie) eggs, sausages, toast).  The front desk staff are responsible for the daily setup of a self-service breakfast efficiently covering the restaurant area and kitchen to cook food on demand.  This ensures a satisfactory resolve to keep topping up the servery and so balancing guest service standards with all breakfast duties of the front desk staff.  Whilst the provisions to pre-prepared meals come from external caterers, the low-budget hotel bis does not need to employ a chef.  Focused on quality breakfast dishes, the streamlined setup of hot servery food for a self-service breakfast for the guests insures upon a hearty, budget-friendly start to their day as guests enjoy a delicious breakfast meal to individually suit their dietary needs


[The Choice of Gibbs Reflection Cycle]
My academic works of a reflective study programme foremost consolidate my previous experiences held in hotel & catering with theoretical knowledge of my learned role ahead further demonstrating my professional growth and interpersonal calibre of my work-based skills achieved through practical application and aptitude(s) gained vocational training with comprehensive reflection to work model practices such by use of the Gibbs’ Reflective Cycle (1988) – for example, serves to guide me ahead as follows:

[Defining the six stages of Gibbs’ Reflective Cycle]  
1. Description
In shadowing the F&B supervisor I was to observe and participate in daily operations.   The pivotal event of the day was overseeing a busy breakfast service for which I was required to coordinate staff rotas, as well as being able to resolve on the guest issue of complaints and compliance with health and safety regulations when this became necessary.  
My responsibilities included delegating tasks to swiftly clear tables for prompt service, in addition to monitoring kitchen workflows and addressing a sudden shortage of staff.  This required adapting to real-time challenges while maintaining the hotel’s service standards.  
The breakfast service was particularly demanding due to the external catering arrangement to which the front desk staff would cook items of breakfast.  
A critical moment arose when a team member mishandled a guest’s dietary request, nearly leading to an allergen-related incident.
This underscored the importance of procedural adherence and proactive communication.

2. Feelings
Initially, I felt overwhelmed by the responsibility of managing a team during the breakfast rush, peak hours.  My anxiety stemmed from the unfamiliarity of a crisis resolution to the fear of underdelivering on guest expectations.  A turning point occurred when I addressed a guest complaint about delayed service.  By calmly apologising and offering a complimentary dessert, I transformed a negative experience into a positive one, which taught me the value of empathy in guest service recovery.  By the end of the shift, I felt a sense of accomplishment in therefore balancing operational efficiency with empathetic guest interactions.

3. Evaluation
Positive Outcomes:
· Successfully mitigated staff shortages by reallocating their roles, ensuring uninterrupted service
· Received positive guest feedback for resolving a complaint about delayed food by offering a complimentary dessert
Challenges:
· Difficulty in maintaining team morale under pressure, as some staff resisted their last-minute role changes
· Initial hesitation in asserting authority as a shadow supervisor, leading to minor delays in decision-making

4. Analysis
This experience highlighted interdependence of technical and soft skills in supervisory roles - for instance ‘Task Management’ relied on ‘Delegation Theory’ (Yukl, 2013), and so redistributing responsibilities based on the strengths of staff optimised efficiency.  By assigning assertive team members to high-turnover tables and detail-oriented staff to complex orders, service speed improved without compromising quality.  Similarly, resolving guest complaints aligned with the ‘Service Recovery Paradox’ (Michel et al., 2009) as effective problem-solving enhanced customer loyalty.  One guest later left a review praising the “attentive and solution-focused staff,” validating this very approach of mine as shown
Work-Based Skills Developed:
1. Communication: Adapted messaging styles between kitchen staff (direct, technical) and guests (empathetic, jargon-free). Drawing from Shannon and Weaver’s (1949) communication model, I ensured clarity by repeating critical information, such as allergen alerts.  For example, I introduced a “double-check” system where staff confirmed dietary requirements with both the guests and kitchen team.
2. Teamwork: Applied ‘Tuckman’s Stages of Group Development’ (1965) to foster collaboration in times of crises.  During the aforementioned staff shortage, I encouraged brainstorming sessions (“storming” phase) to allocate roles, which transitioned into “performing” a phase where the team efficiently managed 50+ covers per hour.
3. Task Management: Used prioritisation matrices to categorise tasks by urgency and impact. For instance, delayed main courses were prioritised over refilling condiments, aligning with the ‘Eisenhower Matrix’ (Covey, 1989). This reduced average wait times by some15 minutes.
4. Personal Skills: Developed resilience through stress management techniques inspired by Lazarus’ (1991) cognitive appraisal theory. By reframing challenges as learning opportunities (eg) viewing the allergen incident as a catalyst for procedural improvements, I maintained my composure during crises.
5. Guest Service: Implemented the concept to ‘Moments of Truth’ (Carlzon, 1987) by personalising interactions.  For example, recognising a repeat guest’s preference for window seats allowed me to pre-allocate their table, enhancing their experience.

Technical Knowledge Applied:
· Health and Safety: Conducted HACCP – Hazard Analysis & Critical Control Point checks to prevent cross-contamination (Mortimore & Wallace, 2013). During the lunch service, I identified a dishwasher temperature discrepancy, preventing potential hygiene violations
· POS Systems: Mastered order tracking tools to monitor table progress, reducing delays. By using real-time data, I redirected team members to areas, improving workflow balance

Organisational Issue:

A recurring problem was inconsistent adherence to allergen protocols, risking non-compliance with the ‘Food Information Regulations 2014’.  During lunch service, a team-member overlooked updating the allergen chart after a menu change leading to a near-miss incident – whereby, a gluten-free guest was served contaminated food. This highlighted gaps in staff training and procedural rigidity.

Impact on Role:

The near-miss incident eroded our guest trust and had exposed the hotel to legal liabilities.  As supervisor I recognised that outdated paper-based allergen charts were prone to human error.  Furthermore, staff training sessions were becoming more infrequent, whilst relying on outdated videos rather than interactive methods.

Solution:
I proposed a two-point approach:
1. Digital Allergen Alerts: Integrate allergen information into the POS system, triggering automatic pop-up warnings when orders contain common allergens. This aligns with Taylor’s (2016) emphasis on embedding safety culture through technology.
2. Interactive Training: Replace passive video sessions with role-playing workshops. For example, staff simulated scenarios where guests disclosed severe allergies, practising real-time communication with the kitchen staff.  This method mirrors Kolb’s (1984) experiential learning cycle, reinforcing knowledge through reflection and application.

5. Conclusion
Shadowing the F&B supervisor deepened my appreciation for the relationship between operational expertise and interpersonal skills. The experience bridged my theoretical knowledge from Level 4 – 6 studies (eg) hospitality frameworks like SERVQUAL, which are leadership theories such as transformational leadership) with the real-world application.  And to serve as a clear example, where my coursework on ‘emotional labour’ (Hochschild, 1983) prepared me to manage stress during guest interactions, the practical training in HACCP protocols ensured compliance.
Addressing the allergen issue underscored the importance of proactive policy enforcement.  By advocating for digital solutions, I contributed to the reduction in allergen-related errors, post-implementation.  Overall, the role has reinforced my competency in crisis management, ethical leadership and service excellence.
The reflection to such works of academic learning and training through this placement journey of mine from previously Level 4 to Level 6 presently influenced my development in areas of work-based skills achievement with a greater confidence and art of professional calibre.






6. Action Plan
To advance toward a supervisory career, I will:
1. Certification: Pursue a Level 3 Food Safety Certification to strengthen technical knowledge and ensure alignment with the UK Hospitality’s (2023) competency frameworks.
2. Workshops: Attend conflict resolution seminars by Q3 2024, focusing on models like the Thomas-Kilmann Instrument (1974) to navigate team disagreements.
3. Digital Advocacy: Propose AI-driven training modules to Ibis’ management, citing Buhalis and Law’s (2008) research on technology-enhanced learning in hospitality.
4. Reflective Practice: Adopt Gibbs’ Cycle monthly to evaluate leadership challenges - for example, I will analyse a recent incident where I hesitated to delegate, exploring root causes and alternative actions.
5. Networking: Join the Institute of Hospitality to access mentorship programs, fostering connections with experienced F&B managers.
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