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1. INTRODUCTION

At Delta Hotels Breadsall Priory Country Club, I had the privilege to work during my 10-week work experience at the restaurant Cast Iron Bar & Grill.
These are the following opening times of the restaurant at the Delta Hotel:
	Cast Iron Bar & Grill		6 pm – 9.30 pm.
Tempo Bar	7 am – 6 pm (offers Sandwiches, pizzas and burgers, and drinks)
	Afternoon Tea at Cast Iron	Friday-Sun 1 pm – 4 pm.
Breakfast at Cast Iron 	Monday-Friday 7 am- 10.30 am, Saturday and Sunday 7 am – 11 am.
Other things they provide are Private Dining for up to guest for 30 guests, and In-Room Dining (Marriott International, Inc, 2025).
1.1	Objectives – learning objectives that I hoped to achieve during the placement are:
· Develop and demonstrate excellent customer service skills in a food and beverage setting, to contribute to guest satisfaction (Kandampully, Zhang and Bilgihan, 2015).
· Gain hands-on experience in operational aspects of F&B services, including table setting, order taking, food handling, and hygiene compliance
· Observe and contribute to collaboration between front-of-house and kitchen staff, where operations rely heavily on communication to ensure seamless service (Jones, Comfort and Hillier, 2016).



2. SECTION 1: ROLE REFLECTION
To assess my time at a job and how I may use the experience to inform projects in the future, I will look at my experiences, emotions, and behaviours using Gibbs' Reflection Model (Gibbs, 1988).
i) [bookmark: _Hlk199877955]Description – What happened?
During my placement, I worked with the Manager of Front-of-House and the staff, observing their duties in managing operations. Two situations stood out during my time at the Food and Beverage venue:
1) A group of around 40 people arrived by bus without reservations. The supervisor quickly organised free drinks for them, serving a buffet-style dinner from a set menu. This was due to a shortage of staff in the kitchen, so it will be easier to cook one style of mains and starters in one pot.
2) On another occasion, a customer complained that the main course did not meet expectations. The Manager apologised and offered 15% off the dessert to compensate. 
This demonstrated practical leadership, decision-making, and guest-focused service recovery.

ii) [bookmark: _Hlk199878030]Feelings – What were you thinking and feeling?
At first, I was nervous about both situations and didn't know how to assist. Nonetheless, I was pleased by the supervisors' composure, confidence, and empathy. I came to see how crucial great leadership is in stressful circumstances.

iii) [bookmark: _Hlk199878111]Evaluation – What was good and bad about the experience?
Positives:
The manager demonstrated excellent leadership by remaining composed and adaptable under pressure (Lang, 1999). The manager used service recovery techniques, which turned complaints into loyalty opportunities (Liao, 2007). However, I remained passive, unsure when or how to assist, which limited my involvement.
|I learned real-time guest satisfaction management and communication styles.
Negatives:
I stayed silent during the complaint since I wasn't sure how to help the manager.
iv) [bookmark: _Hlk199878144]Analysis – What sense can you make of the situation?

a. The experience demonstrated the importance of situational leadership (Hersey & Blanchard, 1969), adapting to the team’s needs and guest circumstances. The manager used emotional intelligence to listen empathetically to offer a solution (Goleman, 1995).

b. effective service recovery, such as offering a discount and sincere apology, boosts customer satisfaction and brand image in hospitality (So, King and Sparks, 2014)

c. Supervisors also demonstrated essential soft skills like clear communication and composure (Lu & Gursoy, 2016; Karatepe & Karadas, 2015).

v) [bookmark: _Hlk199878159]Conclusion – What else could you have done?
I came to the realisation that I need to be more self-assured and assertive. I lost out on chances to help the team and get insight from visitor comments. It would have improved my comprehension to watch the back-of-house discussion.

vi) [bookmark: _Hlk199878185]Action Plan – If it happened again, what would you do?
As a director at Jeera Restaurant, I will use these abilities at my establishment. I intend to learn about Marriott's complaint management procedure, hone my communication abilities, and consider significant events once a week. Additionally, I'll try to help out more when there are complaints or issues with the service.
3. SECTION 2: DEVELOPMENT JOURNEY
Reflecting in my journey from Level 4 and Delta Hotels to Level 6, where I have been placed in the same hotel, I recognise key developments in my professional competence and confidence. At level 4, initial Food and Beverage placement, I focused on operational tasks – table service, hygiene, and guest interaction, with limited decision-making. At Level 6, I engaged more in supervisory support, understanding staffing priorities, customer complaint management, and coordination between front-and-back of house teams.
What stands out is the improved confidence and communication, while following instructions passively at Level 4, I was able to help and shape the problem-solving and decision-making through both practice and theoretical grounding in hospitality from Level 5.  The module helped me to understand the wider social and environmental context of hospitality practices, such as reducing food waste and supporting local sourcing (Jones et al., 2016).
The significance of visitor happiness and service consistency is a common theme at all levels. However, the most significant improvement is my ability to think critically and respond proactively in real-time circumstances (So et al., 2016).
This path demonstrates how theoretical study and hands-on experience work together to develop professional skills over time.




4. SECTION 3: SERVICE IMPROVEMENT PROPOSAL
Improving Breakfast Guest Flow and Seating Management at Delta Marriott Derby
During my placement at Delta Hotels by Marriott, Derby, I witnessed a significant operational difficulty in the Food & Beverage department: customers displeasure caused by delayed seating during busy breakfast hours. When more than 60 visitors came at the same time, the main eating space immediately filled up, forcing the staff to establish a second room. This setup delay resulted in queues and frustration among waiting customers, although team members gave complimentary drinks to help reduce tensions.
This circumstance demonstrates a gap in guest flow planning and proactive capacity management. As Perry Hobson (2000) points out, operational preparedness is critical for maintaining service standards, particularly during expected peak periods. While complementary drinks proved effective service recovery, relying solely on reactive tactics is unsustainable.
To enhance guest experience and operational efficiency, the following three steps are recommended:
1. Use PMS data and past patterns to properly forecast visitor quantities and pre-allocate seats, such as staggered breakfast times. Proactive planning can reduce hold-ups.
2. Plan ahead of time to open the alternative breakfast room during peak occupancy days. This anticipatory arrangement is consistent with Marriott's service excellence values and minimises obvious interruption.
3. Implement a digital breakfast reservation or QR check-in system to monitor arrivals and offer customers wait-time transparency, improving perceptions of fairness and reducing anxiety.

Improving seating flow not only maintains service consistency but also enhances guest trust and operational control, meeting both technical and performance criteria expected of a premium hotel brand.


5. CONCLUSION
My placement at Delta Hotels Breadsall Priory provided an excellent chance to get practical experience, watch good supervision, and grasp every aspect of Food & Beverage operations.  Through crucial events and reflective practice with Gibbs' Cycle, I realised the value of leadership, emotional intelligence, and proactive client service in hospitality.  When I compare my early Level 4 experience to my current Level 6 duties, it is evident that my confidence, communication, and decision-making abilities have grown dramatically.

 Furthermore, the service enhancement suggestion for breakfast visitor flow demonstrates how minor adjustments, based on industry best practices and data-driven planning, may drastically increase guest satisfaction and operational performance. Going ahead, I plan to apply these insights to both my present work at Jeera Restaurant and my overall career growth, bridging academic knowledge with real-world hospitality difficulties.

By embracing reflective learning and continual development, I hope to maintain and exceed the high standards demanded of modern hospitality management.
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