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[bookmark: _Toc227619354]Part 1 .  Resolving a guest service failure using service recovery frameworks

[bookmark: _Toc227619355]Introduction 

During my placement in the Food and Beverage (F&B) department at Morgan's Hotel, I met several situations that required quick and effective service recovery. This review is mostly about a specific event in which a guest asked for a vegetarian menu for afternoon tea, but the supervisor forgot to talk with the chef about this, resulting in a service failure. As a service delivery team member, it was my job to let the boss know what the guests needed and make sure they were happy. However, things got worse because of bad communication and a lack of help from the supervisor.
For this reflection, I used Gibbs’ Reflective Cycle to conduct a critical analysis of the experience and service recovery frameworks to look at how the problem was handled and provide better ways for supervisors to do their jobs.
In 1988, Graham Gibbs developed the Gibbs Reflective Cycle with the intention of providing a framework for the process of learning from one's experiences. As a result of its cyclical structure, it lends itself particularly well to repeated experiences, which enables you to learn and plan from things that either went well or did not go well. It provides a framework for analysing events, and these experiences can be either positive or negative. It encompasses the following six stages: description, feelings, evaluation, analysis, conclusion and action plan.(The  University of Edinburgh,2024).
Service Recovery Frameworks are step-by-step guides for how to handle service failures like late deliveries, billing mistakes, breakdowns, defects, or bad customer interactions in a way that builds trust, keeps customers loyal, and records lessons to stop them from happening again. The models give employees a clear, easy-to-remember set of steps they can follow when they're under a lot of stress. This makes sure that customers always have the same experience and that fixes get to the root of the problem.
Service recovery is more than just saying sorry or giving a credit for kindness. It's a management system that makes sure the customer is immediately helped, that the root cause is found and fixed, and that there is a feedback loop to make sure the problem is fixed and the promise is kept.
The service recovery frameworks which are used in hospitality are LEARN and LAST. (Umbrex,2026)

1. [bookmark: _Toc227619356]Description 

The event happened during an afternoon tea service. A guest asked for a vegetarian menu, which wasn't already booked. I followed the usual steps and asked the supervisor if the kitchen could help me with this request. The supervisor yelled at me to go ask the chef, and she didn't care because it was my first event, and I hadn't gotten any clear instructions before the event. Because the supervisor didn’t help me, I told the event manager about the customer's request, and when the event manager went to talk with the chef, she found the supervisor hadn’t communicated this request to the kitchen.
This caused a problem because communication rules usually say that supervisors should work with the kitchen and help the staff. Because the supervisor didn't tell the chef about the request, it caused delays. The guests had to wait much longer than expected, and they started to get upset. Finally, the vegetarian menu was ready, but the delay and lack of communication made the guests' experience worse. There was no official apology or plan for fixing the problem at the time, and the problem was solved passively instead of proactively.

2. [bookmark: _Toc227619357]Feelings 

According to Colier, N (20221), feelings are important because they guide us and tell us important things about our surroundings, our safety, and our wants. They help people make decisions, connect with others, and act in ways that help them stay alive. Recognising your feelings instead of pushing them down is important for your mental health, for lowering your stress, and to keep your body healthy.
I felt stressed and unsupported at the time. When the supervisor yelled at me, I felt bad and lost confidence in how to handle the situation. I also felt pressure because the guest was waiting and getting angry.
Even though I couldn't do anything about it, I felt responsible for the guest's experience. This made me sad since I wanted to give good service but didn't have the support or help to fix the problem.
After what happened, I realise what the supervisor did was unfair for both the guest and me. I also learned how important it is the supervisor to know how to support the team to be possible to offer good service to the guests.

3. [bookmark: _Toc227619358]Evaluation 

This event showed that Morgan's Hotel's food and beverage service had some problems.
Negative aspects:
-poor communication between the supervisor and the staff, and the kitchen 
-lack of leadership and guidance 
-no organised service recovery (no apologies on time and no compensation)
-delayed service affected guest satisfaction 
Positive aspect :
-I remained calm and professional with the guests 
-The chef tried to do the best to fix this request
-I tried to handle the problem even though I didn’t have any support  from my supervisor .


[bookmark: _Toc227619359]4.Analysis 

This shows that service problems in hotels are usually caused by problems with management and communication, not by problems with how things are run.
To begin, effective service recovery is important in food and beverage settings. When something goes wrong, service repair should include apologising, recognising the problem right away, and fixing it. None of these steps was done right in this case. This meant the hotel failed. Getting feedback from guests is a great way to find out what's wrong and how things can be made better. Service recovery is more like fixing a guest problem, is  giving a chance to transform a complaint in positive feedback. (WebRezPro,2023)
The second problem is that the supervisor's actions show bad leadership. Instead of supporting the team, the supervisor was negative and quick to respond. A supportive supervisor would have taken responsibility, communicated with the kitchen, and guided me through the process.
Third, the inability to communicate was a major problem. In food and beverage businesses, the front-of-house and the kitchen need to work together. It took longer and caused more uncertainty when people couldn't be understood.
Finally, this situation also required mental work. I had to control my feelings while dealing with a difficult boss and a dissatisfied guest. This shows how important emotional intelligence is for people who work in hotel management.

[bookmark: _Toc227619360]5.Conclusion 

I learned how important leadership, communication, and service repair are for providing good food and beverage service from this experience. What went wrong wasn't because of the vegetarian request, but because of how it was handled.
I found out that managers are very important for setting the tone for good service. Not having enough help can hurt both the work of the staff and the happiness of the guests. Service recovery should always be proactive, with clear communication, understanding, and the right amount of money paid.
This experience taught me how important it is to be sure of yourself, flexible, and focused on finding solutions when working in a service setting.

[bookmark: _Toc227619361]6. Action plan 
From this experience, I decided to implement an action plan:
1.Use a structured service recovery approach
I will apply the LEARN model (Listen, Empathise, Apologise, Resolve, Notify) when handling guest complaints.
2. Improve communication
I will confirm requests clearly with both supervisors and kitchen staff to avoid delays.
3. Build confidence
I will take more initiative in similar situations while maintaining professionalism.
4. Develop product knowledge
I will improve my understanding of dietary requirements, such as vegetarian options.
5. Future supervisory approach
As a future supervisor, I would:
-Support team members 
-Communicate clearly with the kitchen and the staff
-Take responsibility for guest issues 
-Train the  staff to handle minor service recovery independently


[bookmark: _Toc227619362]Conclusion 

In conclusion, this reflection on a guest service failure at Morgan’s Hotel shows how important good management, communication, and organised service recovery are in food and beverage businesses. Gibbs' Reflective Cycle helped me to evaluate the situation and identify key areas for improvement. While the guest's request was complicated, the research showed that the main reasons for the service failure were bad leadership and poor communication. Understanding how better management can lead to better service quality was deepened by using the Service Recovery models.
This experience has helped me grow as a possible career in the hospitality industry. Insights into emotional intelligence, problem-solving, and working together as a team have been strengthened. What I've learned will help me make sure that I meet and exceed my guests' standards in the future, even when things get tough.

[bookmark: _Toc227619363]Part 2 . Hotel Feedback
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[bookmark: _Toc227619364]Part 3 [image: UWTSD logo | Discover Dylan Thomas]. Tutor Feedback 
Student Name: Adriana Ghiocel-Ioaniciu
Student ID: 2127376
	Time Management

	
Adriana demonstrated a responsible and generally well-organised approach to time management during her placement. At the time of this feedback, she had gained experience across both Food & Beverage and Front Office departments, showing a willingness to engage with different areas of hotel operations in a timely manner.

She attended the majority of her scheduled shifts; however, she missed two weeks due to childcare responsibilities. Importantly, she took the initiative to arrange with the hotel to make up the missed hours and had already begun doing so at the time of this feedback, demonstrating accountability and commitment to fulfilling her placement requirements.

Adriana also consistently attended all one-to-one meetings with her tutor, as well as group sessions such as the assignment workshop, arriving punctually and showing clear dedication to her personal development and engagement with the learning process. She came prepared to these meetings, bringing relevant questions and contributing actively to discussions.

To further enhance her experience, Adriana would benefit from increasing her availability across a wider range of days and operational hours. Limiting availability can reduce exposure to busier periods and the full scope of hospitality operations; greater flexibility would allow her to gain a broader understanding of industry demands and strengthen her practical learning.

From a tutor’s perspective, Adriana has remained engaged and committed throughout, attending all scheduled placement meetings. To ensure successful completion of the placement, it will be important for her to continue meeting the required weekly hours consistently and maintain her proactive approach to managing her schedule.




	Communication

	
Adriana’s communication throughout the placement was generally effective, with some scope for further development in professionalism and timeliness. Students were advised to communicate any absences at the time they occur. On this occasion, Adriana did not communicate her absence until the scheduled one-to-one meeting, meaning the tutor was not informed in advance. Going forward, it is important that she communicates any changes or absences promptly to ensure appropriate support can be provided and expectations are managed effectively.

Her verbal communication was consistently respectful and appropriately delivered, contributing to positive and productive interactions with staff, peers and the tutor. Adriana was polite, approachable and receptive in conversations, helping to foster a cooperative and professional environment.

Written communication, particularly via email, was consistently maintained. She was proactive in raising relevant queries and seeking clarification when needed, demonstrating initiative and a willingness to engage with her learning. This approach supports effective problem-solving and ensures she remains informed and on track.

Looking ahead, maintaining this level of communication, alongside improving the timeliness of updates, will support Adriana in maximising her overall learning experience and professional development.


	Behaviour

	
Adriana demonstrated a professional and respectful approach throughout her placement, engaging positively with hotel staff, peers and her tutor. Overall, she conducted herself in line with workplace expectations, contributing to a supportive and well-functioning team environment.

She also demonstrated initiative in her learning by independently approaching duty managers to gain support with her development, including seeking guidance for assignment-related tasks and enhancing her overall placement experience. This reflects a genuine commitment to making the most of her opportunity.

Adriana worked effectively as part of a team, showing openness to feedback and a willingness to improve and develop.

It is important, however, that Adriana continues to recognise the value of all tasks within hotel operations, including routine duties such as cleaning. Developing a full appreciation for these responsibilities is essential, as they form a fundamental part of maintaining service quality and ensuring the smooth day-to-day running of a hospitality environment.

Looking ahead, continuing to build on these strengths, while taking greater initiative in expanding her availability and flexibility with shift patterns, will further support her development and success in future professional environments.




	Problem-Solving

	
Adriana has demonstrated a positive and responsible approach to problem-solving throughout her placement with a growing sense of accountability and a willingness to ensure that situations are handled effectively and professionally.

A particularly strong example of this was her independent arrangement to recover missed placement shifts. This demonstrated accountability, initiative and an understanding of the importance of meeting placement requirements, as well as her commitment to maintaining professional standards despite external challenges.

Compared to Level 5, Adriana has shown clear development in her self-confidence and communication skills, alongside an increased ability to make decisions more independently. This progression indicates that she has taken on board previous feedback and is actively applying it within a practical setting, supporting her overall professional growth.

To further enhance her problem-solving abilities, Adriana would benefit from taking a more proactive approach in anticipating potential challenges and identifying solutions independently before seeking guidance. Developing greater confidence in making decisions in real-time situations will strengthen her ability to operate effectively in a fast-paced hospitality environment.




Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler
Date: 1st April 2026




[bookmark: _Toc227619365]PART 4. Reflection on Hotel and Tutor Feedback

[bookmark: _Toc227619366]Introduction 

According to Conaway, C(2024), feedback is an answer to someone's action that is meant to help them change things to work better. Feedback comes in many ways, such as evaluative, appreciative, and coaching.
This reflection looks at the feedback I got from both my Placement Tutor and my Hotel Mentor at Morgans Hotel, focusing on how I did in the Food and Beverage (F&B) area. This reflection is meant to help me think deeply about my skills and weaknesses in various areas of F&B operations, such as customer service, teamwork, communication, and following rules. Feedback is important in food and beverage because it helps with continuous growth, makes service better, and helps people learn the skills they need to be supervisors. This reflection aims to help me understand my present skills and find key areas for growth so I can have a successful future career in hospitality management by looking at things from both an academic and an industry point of view.
Getting feedback can help us understand our weaknesses , our strengths , how our actions impact other people, and what we need to work on. We grow as people when we learn more about ourselves. The point is not to get a score, but to get better at something.(University of Sussex,2024)

[bookmark: _Toc227619367]Main body 
[bookmark: _Toc227619368]1.Understanding the feedback 	
The feedback from my Hotel Mentor pointed out a few things I did well in the Food and Beverage area. Working in breakfast service, the main bar and events, I showed that I knew a lot about the food and how to serve customers properly. I learned about operational processes and service expectations by working in different food and beverage areas.
That I followed EHO, and in-house procedures was a key strength that was pointed out. Strong knowledge of cleanliness, safety, and legal requirements, all of which are important in food and beverage businesses. I was also encouraged to run the main bar by myself during slower times to cover for staff breaks. Shows dependability, duty, and the ability to keep up service standards without direct supervision.
My flexibility and willingness to help with a variety of food and beverage chores were noticed. In addition to helping with breakfast service, event planning, and running the bar, I was flexible and had a good attitude about working with others. As a result, my professionalism, attention to detail, and readiness to do any job were always described as impressive.
Although, the comments also showed what could be done better. My limited availability meant that I wasn't always available  during busy service times. My ability to learn important F&B skills, like how to work under pressure, handle a lot of guests, and confidently upsell goods, was limited. 
According to my Placement Tutor, my ability to handle my time well and my dedication were recognised , especially my effort to recover my hours I had missed. But collaboration was a key area that needed improvement. . I did not inform my tutor promptly about my absence, even though I informed the hotel. Even though only the hotel was informed about my absence ,being a serious and fair person , i also informed the tutor at the 1-on-1 meeting i had, which demonstrates that i am a fair and honest person .
Generally, both types of feedback point out good operational performance while also pointing out the need for better communication, more availability, and more growth in high-pressure food and beverage environments.

[bookmark: _Toc227619369]2. Impact of feedback 

The feedback helped me realise that my strengths include being able to adapt to new roles in food and beverage and being professional in all of my work. At slower times, I was in charge of the main bar by myself, which showed that I could take charge and make sure that service was always good. Working in breakfast service and help with events also helped me improve my ability to work as part of a team and plan things in the F&B department.
This feedback also showed me things I needed to work on. I didn't have as much time to learn more complex F&B duties because I spent a lot of time cleaning and doing basic tasks. Because of this , I didn't spend too much time during the breakfast , which is important for building speed, efficiency, and confidence .
Although I assumed that informing the hotel was correct,  now understand that communication in a professional mode must include all stakeholders and be provided on time.
According to Petty , L (2023) , in the hospitality industry, the most important thing about communication is to make sure your consumers understand what you're saying.
This feedback has helped me learn more about how F&B businesses work by showing me that success takes more than just technical skills. You also need to be flexible, communicate well, and be proactive.

[bookmark: _Toc227619370]Action plan 

According to Eleya, J(2018) an action plan turns strategic goals into specific, measurable steps that have due dates, people in charge, and resources. Without one, even the most brilliant plan may not be able to move forward.
To improve my performance on F&B I will follow some steps.
I will begin by increasing my availability to make some experience during busy periods. This will enable me to build my capacity to work under pressure, which will improve my  speed and efficiency of my service.
I will try to have a clear communication with the staff and inform them on time about any changes .this will help me to demonstrate my professionalism and trust.
Also, I will concentrate on improving my guest interaction skills and I will be looking for opportunities to learn from managers and supervisors how to manage a busy shift on F&B .

[bookmark: _Toc227619371]Conclusion 

In conclusion, reflecting on  feedback from  Hotel Mentor and Placement Tutor has helped me understand what  I did well in the Food and Beverage area. it was clear that my professionalism, flexibility, and operational skills were strong points, the feedback also pointed out important areas where I could do better, such as my communication, availability, and experience working in busy service settings. This feedback has helped me better understand what is expected of me in food and beverage management and how important it is to keep learning and growing. Going forward, I'm determined to communicate better, be more flexible, and actively look for chances to improve my skills. By taking these steps, I'll be better prepared for future supervisor or manager  positions in the food and beverage sector of the hospitality business.
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Managing Guest Service Experience

Please provide detailed feedback based on the student's Reception/Front Office, Housekeeping, Meetings/Events, Leisure Club, Sales, Human
Resources, Finance, Revenue Management and Social Media / Communications experience at the Hotel. (include one or more department as relevant)

Attention to detail: Did the student maintain high attention to detail standards? *

Yes. Adrianna did well across all departments with a good standard of appearance and behaviour as well as asking relevant questions.

Time management and efficiency: Was the student able to complete Reception/Front Office, Housekeeping, Meetings/Events,
Leisure Club, Sales, Human Resources, Finance, Revenue Management and Social Media / Communications tasks within the allocated
time? *

Adrianna worked on many tasks covering all departments. As an example Adrianna has helped preare for several events very well and worked on reception
taking calls for reservations and events all ensuring they were dealt with in a timley manner.

Interaction with guests and handling special requests: Did the student show professionalism when dealing with guest requests or
complaints? *

Adrianna worked on reception dealing with various tasks inlcuding requests and dealing with issues and signposting correctly.

Overall Feedback: Please provide specific feedback on the student's performance in the Reception/Front Office, Housekeeping,
Meetings/Events, Leisure Club, Sales, Human Resources, Finance, Revenue Management and Social Media / Communications
departments as relevant. Please include comments on General and Supervisory experience *

Adrianna worked well across all departments. All staff commented on her professionalism and attention to detail. Adrianna is always willing to assist in any task
and asks valid questions.

Summary of Observations Based on Skills Matrix

This section aims to consolidate feedback from operational departments provided in previous sections, focusing on the student’s skill development
over the 12-week placement
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Skills Matrix

Guidance: Please use the descriptors of competence across the skill areas as provided below to inform your evaluation of the
student’s performance during their time on placement. *

Unsalisfactory | Satistaclory 41- | Good 50-69% | Very good 60.60% | Excellent 70%+
<40% |49%

Relatos (o Student seemed | Student had a il | Student had a clear | Student had a clear | Student helped

Professional Montor |unaware of or | understanding of | understanding of | understanding of | formulate team and/or

statomant (pago 2 | unconcemed with |team and/or team andor team andior organisational goals

of Practical Tasks |teamandior |organisational | organisational | organisational goals | and made a

Evaluation form). | organisational | goals and goals and and contributed to | substantial contribution

Provide specific | goals OR contributedto | contributed o these | these in a otheseeg

examples of student | Professional | these toa inameaningful | meaningful way eg. |+ Providing critcal

actions that expliciy | Mentor statement | minimum « Suggested resources for

evidence that: not completed. ideas after increasing the
facing productivity of
challenges. others

« Addressed + Increased
organisational organisational
needs. revenue /

+ Received productviy.
positve « Improved service
feedback from user satisfaction.
guests /team | = Produced
members. performance

« Completed levels equal to
departmentl that of
tasks very well permanent staf.

« Completed
departmental
tasks to an
excellent
standard.

Unsatisfactory Satisfactory Good Very Good
Time
Management,
Behaviours
and
Attendance. M
anage time
effectively and
display a
hospitality
mindset in
order to
achieve goals.
Complete

required hours.

Communicatio
n Use speech,
writing, non-
verbal methods
and technology
(where
applicable)
effectively to
present and
exchange
opinions, ideas
and
information

Team Working
Build effective
working
relationships
and collaborate
with others.

Excellent
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Unsatisfactory

Personal
Enterprise Use
problem solving
to respond to
opportunities to
improve own
performance
and work
processes.

Employability
Would you
consider
employing
them within
one of your
hotel
departments

Professional Mentor Statement *

Satisfactory

Good

Very Good

Excellent

How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a

comprehensive and constructive evaluation that supports their reflection and personal development

Adrianna is a pleasure to work with and asks valid questions whilst on placement. Adrianna is a keen learner and is adaptable.

Please enter at least 50 characters

The feedback was completed to the best of my knowledge providing a true and reflective overview of the student's

placement at the Hotel. *

1 Agree

Full name *

Kate Bowen

Position in the Hotel *

General Manager

Date *

28/03/2026
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Student Name *

Adrianna Ghiocel-loaniciu

Placement Hotel *

Morgans Hotel

Did the Student complete the required hours of 16h per week? *

Yes

No

Managing Food and Beverage Operations

Please provide detailed feedback based on the student's Food and Beverage experience at the Hotel

Knowledge of menu and service standards: Did the student demonstrate an understanding of menu items, allergies, and service

etiquette? *

Good knowledge of our offering. Adrianna worked on breakfast, main bar and events and was incldued in briefs and where key information is located.

Please enter at least 50 characters

Speed and efficiency in service: Was the student able to deliver food and drinks promptly and correctly? *

Yes Adrianna spent time across F&8 and followed EHO and in house process.

Please enter at least 50 characters

Ability to upsell and engage with guests: Did the student actively promote menu items and create a positive guest experience? *

Adrianna was not on placement for the busier shifts but where the opportunity arose she would discuss and promote key items.
Please enter at least 50 characters

Food and Beverage Feedback: Please provide specific feedback on the student's performance in the Food and Beverage
department. Please include comments on General and Supervisory experience *

Adrianna did well to follow EHO and in house process. Adrianna often looked after the main bar alone to cover breaks etc in quieer periods. Adrianna assisted

with breakfast and events as well as bar.

Please enter at least 50 characters




