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I recently had the opportunity to shadow a supervisory position in the food and beverage department at Best Western York House Hotel, Eastbourne.
Eastbourne's Best Western York House Hotel has a capacity of 76 rooms and three apartments and has a full restaurant and beverage service (York House Hotel, 2024). The hotel's restaurants try to provide excellent service and various menu items, from breakfast buffets to à la carte meals. Best Western York House Hotel has a restaurant, bar and room service. The Food and Beverage Department is responsible for menu planning, food preparation, service delivery, and ensuring guest satisfaction.
In order to analyse the experience, determine its relevance, and plan for future growth, Gibbs's model of reflection offers a formal framework for doing so (Gibbs, 1988). The Gibbs model of reflection is a popular way to organise thoughtful practice. It has six steps: description, thoughts, evaluation, analysis, conclusion, and action plan. This model helps people think more deeply and carefully about their experiences, which helps them understand their professional work.
As a student working in the food and beverage area, my goals were to get hands-on experience with managerial jobs, improve my communication, teamwork, and task management skills, learn about the technical side of food and beverage operations, and provide excellent customer service (Robinson et al., 2014). 
Initially, I felt excited about gaining insights into a supervisory role in the hospitality industry. At the same time, observing my supervisor, I was worried that I would not be able to handle the difficulties of the job and meet the high customer service standards as in the food and beverage area, it is essential to consider how critical work-related skills and technical information are for meeting guest service standards. You must have personal and work-related skills like communication, teamwork, and job management to provide excellent guest service. To make sure customers are happy, you also need to know how to do technical things like making food and drinks, planning menus, and understanding dietary needs. More than that, managers I have studied in my courses said they needed to recognise customer problems, show passion, uphold professional and moral standards, build trust, and adapt continuously to change (Kay and Russette, 2000).
Due to considerations related to both the capacity of the hotel and the budget allocated to each department, the staff team of the restaurant consists of two waiters in direct relationship with the customers of the restaurant or bar, as the case may be, the head chef and the assistant chef in the kitchen, responsible for the preparation food.
As part of the team in a direct relationship with customers in the restaurant, I understood that communication and attention to details are essential for customer satisfaction. Excellent and efficient communication improves personal and team performance (Sulastri, 2023). In this sense, I noticed, on one of the crowded mornings in the restaurant, at breakfast, how several guests of the hotel, a family with two children and a single gentleman, were standing at the door of the restaurant waiting to be greeted and led to a table by the restaurant staff. None of the team members were in the restaurant then, and even though I was assigned to the hotel's reception team, observing the situation, I asked the reception supervisor for permission to help the restaurant team. I welcomed the guests, noticing that, in the case of the family, although they were staying in the hotel, they had not reserved breakfast in advance and were not on the list received by the restaurant staff. In the case of the single gentleman, he had reserved breakfast, but he was not on the restaurant's reservation list. I led them to the tables, offered them the menu and immediately notified the responsible staff in the restaurant. The guests were served and left satisfied after breakfast. Analysing the respective situation, I concluded that the reason for that minor incident, which, from my perspective, could have created discomfort for the guests, was due to faulty communication between the reception department and the restaurant and also due to the poor communication between the team members in the restaurant which did not synchronise their actions in such a way that a team member constantly supervises the dining room.
According to Waqanimaravu and Arasanmi (2020), employee training answers any service quality challenge in hospitality, so a continuous communication training programme for all restaurant personnel may solve the communication challenges. This programme might improve team collaboration and guest communication. Effective verbal and nonverbal communication, active listening, and timely and unambiguous information exchange might be covered. Role-playing and real-life events also improve communication skills.
In the food and beverage department, as in any other hotel department, attention to detail can distinguish between a satisfied and loyal customer and an unhappy one. Minor nuances influence the visitors' enjoyment and might have a significant impact (Solomon, 2016). I understood this by seeing the attention with which the restaurant supervisor and the duty manager checked the set-up of the tables, paying attention to the smallest detail regarding the tablecloths, cutlery, glasses and napkins. I was surprised when I noticed that the restaurant's seat covers should have been cleaner, as this issue could directly impact the guest experience and reflect poorly on the hotel's overall standards of cleanliness and hygiene. Communicating my observation to the duty manager, I understood he was looking for a solution to this problem, considering that they do not have replacement seat covers or laundry service in the hotel.
A possible solution to address the issue of seat coverings is that the hotel should employ a strict cleaning schedule and quality control. Staff training and supervision should be prioritised to keep the eating area, especially seat coverings, clean. Regular inspections and comments may also detect and fix cleanliness concerns. 
The hotel may debate this problem using quality management (Abukhalifeh and Mat Som, 2012) and customer satisfaction ideas. The hotel can give excellent guest service and surpass visitor expectations by emphasising the value of a clean and welcoming dining space.
As I observed the food and beverage department focus on daily business and I realised how critical work-related skills like good communication, teamwork, and time management are for providing excellent customer service. Ensuring guests' needs are met quickly and correctly requires being able to talk to guests and co-workers clearly and efficiently. Working as a team and keeping track of tasks is also very important for keeping things running smoothly and giving guests a great meal experience. 
In the last three years, through my previous school seminars and practical experiences, I have learned a lot of helpful information and fundamental skills, which have prepared me to handle the tasks and needs of the hotel business. 
After thinking about the whole experience, I am determined to use what I have learned in my future work within the hotel business. Going forward, I want to keep improving my communication and leadership skills, focusing on creating a culture of success and ensuring that guest service and business efficiency constantly improve.
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