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Introduction
Leonardo Hotel Cardiff is a prominent hotel known for its excellent service and welcoming atmosphere (Leonardo Hotel Cardiff, 2024). During my placement, I had the opportunity to work in the food and beverage department, which offers a significant role in the hotel’s success. The proposed department is responsible for confirming guests enjoy delicious meals and exceptional service, significantly improving their overall experience. Working in this environment, I understood how vital the food and beverage operations are to guest satisfaction. From the presentation of an English breakfast buffet to the seamless coordination between the kitchen and the serving staff, every detail matters. To reflect on my experience and the skills I developed, I have applied the Gibbs Reflective Cycle, which helps in breaking down the experience into clear stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Gibbs, 1998). 
[bookmark: _Toc167452427]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc167452428]Description
During my placement at Leonardo Hotel Cardiff, I held a supervisory position in the food and beverage department. The role offered me a front-row seat to the operations and responsibilities of a supervisor (Atef et al. 2024). My main duties were to manage the English breakfast buffet, which incorporated overseeing the preparation and presentation of numerous breakfast items while confirming they met the hotel’s high standards. Managing the English breakfast buffet required attention to detail and coordination. My tasks included monitoring food quality and presentation ensuring all dishes were reloaded promptly, and maintaining hygiene standards. I also needed to counter any guest inquiries or complaints swiftly to guarantee their dining experience was pleasant (Boediono, 2022). A significant part of my role was to be in a position from where I could ensure smooth communication between the kitchen and the breakfast server team, which involved relaying guest feedback to the kitchen staff, coordinating the timing of dish preparation, and confirming that the servers are well-informed about the menu and any special dietary requirements (Boediono, 2022). 


[bookmark: _Toc167452429]Feelings
At the beginning of my placement, I felt a mix of excitement and nervousness. I was quite keen on learning but at the same time, I was worried when it came to meeting the high expectations and responsibilities of the role. As I started managing the breakfast buffet, I felt a growing sense of confidence with each passing second. Initially, the tasks seemed devastating, but with each hour, I became more comfortable and efficient (Amicarelli et al. 2022). The process of learning and complying with the changing and dynamic environment was both challenging and rewarding. Facing challenges specifically when it came to coordination and communication, was unavoidable. There were moments of frustration when miscommunication led to delays or when guest complaints needed immediate attention. However, these challenges helped me to realize the significance of clear and effective communication (Stokes et al. 2022). In the end, achieving guest satisfaction brought immense joy and pride and that is what mattered a lot.
[bookmark: _Toc167452430]Evaluation
The overall experience was highly educational. I was able to craft crucial skills in the form of team coordination, effective communication, and problem-solving. After successfully managing the breakfast buffet and guaranteeing guest satisfaction, I believe these were the significant achievements, which even allowed me to forget the hardships I faced. The positive feedback from guests and smooth service delivery was a testament to the skills I gained (Mac Con Iomaire et al. 2021). However, the journey was not without its challenges, and the reason communication issues between the kitchen and the server team occasionally led to delays and guest dissatisfaction. These moments were stressful but offered valuable learning opportunities on how to handle and mitigate such issues specifically when being a supervisor you are working with a versatile team, also mentioned in (Le, 2021). Likewise, the key moment was when a guest complimented the breakfast service outlining the attentiveness of the staff and the quality of the food. The proposed response from our guest was particularly impactful as it underscored the significance of the supervisor's role in ensuring a positive guest experience (Mac Con Iomaire et al. 2021). Another significant moment was resolving a miscommunication issue that had caused a delay in service. This taught me the importance of proactive communication and teamwork.
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During my placement at Leonardo Hotel Cardiff, I understood the significant role that work-based skills and technical knowledge play in shaping a sufficient amount of guest service standards. The hospitality industry depends significantly on the ability to deliver exceptional service consistently, and this is only possible when the staff is well-trained with the necessary skills and knowledge. Guest service standards demand a combination of technical proficiency and soft skills. Technical skills are measured in the form of knowledge of food safety, hygiene practices, and efficient buffet management. Soft skills encompass communication, teamwork, and problem-solving abilities. Both sets of skills were important for me when it came to meeting and exceeding guest expectations (Yang et al. 2020). Throughout my shadowing experience, I gained several critical skills. I learned the particulars of complying with the English breakfast buffet, which involved thorough planning and organization. Understanding the flow of operations, from food preparation in the kitchen to service on the buffet line, was crucial (Yang et al. 2020). 
I also acquired technical knowledge related to food safety and hygiene guaranteeing all standards were met. The skills I built directly impacted the quality of guest service. For instance, one of my team members informed me that a guest had a special dietary requirement. My ability to communicate this promptly to the kitchen and ensure the guest received their meal without any delay underscored the importance of clear communication. Additionally, maintaining high hygiene standards, such as regularly checking the temperature of hot dishes, reassured guests about the safety and quality of their food (Deeb et al. 2020).

[bookmark: _Toc167452433]Section 3: Reflection on Organisational Issues
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During my placement, I faced significant organizational issues and the majority of them were in the form of communication. Those miscommunications resulted in a significant amount of delays in service, incorrect orders, and ultimately, guest dissatisfaction. Such issues negatively shaped the department’s performance creating stress among the staff and diminishing the overall efficiency of operations (Boediono, 2022). 
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This organizational issue significantly affected my learning and development. It highlighted the critical significance of effective communication in a fast-paced hospitality environment. The challenges I faced outlined the need for strong leadership and proactive problem-solving skills (Le, 2021). 
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To address the communication issue, I studied Tuckman's theory, and based upon that I ensured several practical solutions were applied to the fullest and one of them was regular briefings, which ensured everyone was on the same page (Lin et al. 2023). Furthermore, I made sure we have crafted well-designed clear protocols for communicating guest requests and dietary needs so that we are minimizing or controlling the misunderstandings. Training sessions focused on communication skills and teamwork also improved our overall efficiency (Lin et al. 2023). 
[bookmark: _Toc167452438]Section 4: Future Action Plan
To enhance my work-based skills and technical knowledge, I will focus on improving communication, teamwork, and guest service standards. One specific area for improvement is communication. I plan to apply a daily briefing system to confirm all team members are updated on the day's tasks and any special guest requirements, which is a system that will be crafted before the next two weeks of the event, with success measured through guest feedback and a reduction in service errors during the practice session, also mentioned in (Agustina et al. 2020). Another critical area is teamwork, in which we will aim to develop better collaboration by organizing monthly team-building activities. Likewise, to elevate guest services, we will craft a detailed understanding of guest needs and preferences by regularly reviewing guest feedback and conducting periodic training sessions on customer service excellence (Sokhanvar et al. 2021). 
[bookmark: _Toc167452439]Conclusion
In summary, my shadowing experience at Leonardo Hotel Cardiff was instrumental in developing critical skills and knowledge in the hospitality industry. The hands-on experience in managing the English breakfast buffet and coordinating with the kitchen team enhanced my communication, teamwork, and problem-solving abilities. Personal and vocational development through this placement has significantly shaped my professional growth, providing valuable insights into effective guest service and operational efficiency. 
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