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Introduction

This reflective journal analyses my placement at the Delta by Marriott Newcastle
Gateshead, using Gibbs' Reflective Cycle (1988) as a framework. During the
placement, | spent time in the Food and Beverage Department, gaining valuable

insight into its guest service operations and daily management.

The Food and Beverage (F&B) department plays a crucial role in the overall guest
experience at Delta Hotels. It is responsible for delivering high-quality service across
self-service hot and cold breakfasts, dining, room service, event catering, and the
Cast Iron Bar and Grill (Marriott, 2025).

My Learning Objectives:

e Observe Restaurant and Bar Operations - Understand food service
management, including table settings, order-taking, and kitchen coordination.
e Enhance Teamwork Skills - Collaborate with kitchen, front-of-house staff, and

managers to ensure efficient service delivery.



Section 1: Reflection on Experience and Personal Development

Returning to the food and beverage (F&B) department for my work placement was
an exciting opportunity, as it had been my favourite department during my first-year
work placement. | was particularly hoping for a large-scale event similar to the Indian
wedding | had experienced before, where the vibrant atmosphere created an

unforgettable experience.

Returning to the hotel, | was pleased to see familiar faces among the staff. In an
industry notorious for high turnover (Dogru et al., 2023), this reflects Marriott's
exceptional retention rates suggesting a positive work environment and effective
leadership, validating their well-known motto: "Take care of associates and they will
take care of the customers" (Marriott, 2025). This aligns with Yukl's (2013) emphasis

on leadership in driving staff motivation and service excellence.

| developed key work-based skills such as time management, teamwork, and
problem-solving. Assisting with inventory checks and stock management provided
me with a deeper understanding of operational logistics. However, | also
encountered challenges, particularly in managing last-minute large bookings and

addressing guests’ dietary requirements.

The fast-paced nature of breakfast services reinforced the importance of multitasking
and attention to detail. | learned to simultaneously manage guest orders, replenish
the buffet, and clear tables, demonstrating a notable improvement in my ability to
remain calm under pressure. Kandampully (2016) highlights effective communication
and teamwork are fundamental in the hospitality industry, as they directly impact

service efficiency.

While | proactively maintained service standards, such as rearranging the dining
area to accommodate a large group, | recognised areas for further development.
Such as balancing the right staff levels for peak periods is crucial to avoid
overstaffing costs and understaffing issues that compromise service. Furthermore,
understanding the importance of first aid and PPE awareness, particularly in relation
to minor guest injuries during cleaning tasks — like burns from the toaster or cuts
whilst clearing glassware — is essential in contributing to my growth as a competent

and proactive hospitality professional.






Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

One of the most significant skills | strengthened was clear and professional
communication. Mercier (2024) states clear and professional interaction was
essential when managing guest requests and collaborating with colleagues. For
example, | ensured safe preparation of meals for a guest with a severe nut allergy
requiring precise communication with the kitchen team to prevent
cross-contamination. Additionally, | engaged confidently with guests of diverse

backgrounds, enhancing my adaptability and interpersonal skills.

Teamwork is equally vital in hospitality settings (Deshpande et al., 2024).
Coordinating with the bar and kitchen teams required a shared responsibility
approach to maintain efficiency. A memorable example of this was when a guest
accidentally spilled a drink - my team’s immediate response in ensuring the guest
was unharmed, cleaning the area, and resetting the table minimised disruption and
upheld service standards. This instance demonstrated the importance of rapid
problem-solving and collective effort in delivering seamless customer service (Rane,
Achari and Choudhary, 2023).

When a guest complained that his meal had gone cold upon delivery, | actively
listened to his concerns and promptly resolved the issue by offering a freshly
prepared dish along with a complimentary dessert. This proactive approach not only
rectified the situation but also turned a potentially negative experience into a positive
one (Hart et al., 1990). Remaining calm and professional helped maintain a
welcoming atmosphere, reinforcing the importance of emotional intelligence in
customer service, which is often considered more valuable than a high 1Q (Mercier,
2024).

Beyond soft skills, | developed technical expertise in health and safety compliance
and operational procedures (Johnston, Clark & Shulver, 2012). For instance, |
ensured that perishable items were stored at the correct temperatures and followed
the ‘first in, first out’ (FIFO) stock rotation system to maintain freshness and reduce
waste. These practices align with HACCP (Hazard Analysis Critical Control Point)
guidelines, which are essential in preventing foodborne illnesses and ensuring food
safety (Gov.uk., 2025).



In addition, familiarising myself with fire safety protocols and chemical handling
procedures further increased my technical skills. | participated in a fire drill, where |
learned how to quickly locate emergency exits and operate fire extinguishers in case
of an incident. Furthermore, | gained hands-on experience in the proper use of
cleaning chemicals, ensuring they were diluted appropriately and stored safely to
prevent hazards. Understanding these procedures not only ensured compliance with

industry standards but also contributed to a safer and more efficient workplace.



Section 3: Reflection on Organisational Issues

During my placement, | encountered a situation that emphasised empathy and
adherence to organisational policies. Emirates corporate employees receive a 40%
discount on food and beverages as part of the airline’s staff benefits. Despite this, a
young flight attendant asked if | could reheat his own food. Having a strong
connection to the Middle East myself, | immediately felt a sense of empathy. |
understood the cultural significance of home-cooked meals and the importance of
family connections (Joshi and Mungantiwar, 2024: Hofstede, 2001). | imagined the
food he had brought was likely prepared by his mother, and served as a comforting

reminder of home.

However, | was informed that | could not reheat the food due to regulations. The
Control of Substances Hazardous to Health (COSHH) standards and the Food
Safety Act 1990 outline the importance of preventing contamination and maintaining
high hygiene standards in food service environments (Jones and Lockwood, 2020).
Reheating external food carries risks, including potential cross-contamination and

liability issues, making it a clear violation of these regulations.

Initially, | felt uncomfortable declining the request, as my instinct was to
accommodate the guest. However, during my earlier placement in the Leisure Club, |
had learned the importance of considering the alternative when faced with such

situations.

This situation made me reflect on the organisational challenges of balancing
customer service with compliance (Kotler, Bowen, & Makens, 2017). In this instance,
my ability to manage the guest’s expectations professionally while explaining the
policy ensured the interaction remained respectful and aligned with health and safety
requirements. It also highlighted my need for training in handling uncomfortable
situations, especially when cultural understanding and guest satisfaction are involved
(Joshi and Mungantiwar, 2024).



Conclusion: Key Insights and Future Professional Practice

My placement in the Food and Beverage department has been an invaluable
learning experience, providing key insights into the essential work-based skills,
technical knowledge, and guest service standards in the hospitality industry.
Shadowing experienced professionals allowed me to develop crucial skills such as
clear communication, teamwork, multitasking, and problem-solving. | gained practical
understanding of operational logistics, including inventory management, and the
importance of maintaining high service standards during busy periods. Furthermore,
| learned the significance of effective communication and coordination between

departments to ensure smooth operations and guest satisfaction.

This experience also highlighted the importance of personal and vocational
development. The mentorship | received not only contributed to my professional
growth but also helped me realise areas for improvement, such as my technical
knowledge in stock management systems and the need for greater awareness of
health and safety procedures. These insights have shaped my aspirations within the
food and beverage industry, motivating me to further develop my skills to progress in
this field.

Action Plan

To further develop my skills and career prospects within the hotel industry, | will

implement the following strategies:

1. Seek additional training in stock management systems and inventory control
to optimise operations.

2. Undertake first aid courses and develop a stronger understanding of PPE
requirements in food and beverage settings to ensure a safe work

environment.
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