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The Food and Beverage department of the Lakes Hotel has a significant role in catering to exceptional customer journeys. The F&B department of the hotel includes a bar, restaurant, unique spa and room services to ensure high-quality guest service, from check-ins to check-outs (Lakes Hotel, 2024). The Front of House Department (FOH) in this hotel is responsible for managing, guest reservations, greeting guests, solving their issues as well as fostering customer satisfaction. To critically reflect on my experience, the Schon Reflective model will be used. This is based on the idea that individuals learn from their actions by engaging in two ways such as reflection-in-action and reflection-on-action (Sellberg et al., 2021). Thus, this framework focuses on ‘in action’ and ‘on action’, crucial to understanding the current position and developing a plan to boost skills and knowledge. 
Learning objectives 
· Develop further understanding of the hotel operations and high-quality service standards.
· Attain hands-on experience in handling complaints, queries, or special requests.
· To understand the role of task management, communication, and teamwork in high-pressure circumstances.
· To gain an understanding and experience of the supervisory role in ensuring service standards. 
[bookmark: _8sqy6dmcqw0z][bookmark: _Toc191042494]Section 1: Reflection on Experience and Personal Development
Reflection in Action 
During my placement at Lakes Hotel, I was fortunate to overshadow my supervisor in the F&B segment, especially in the FOH department. These experiences allowed me to learn the importance of time management, effective leadership, and communication skills in leveraging smooth operations. I gained strong insights into the importance of guest service standards which includes problem-solving ability and high attentiveness to the customer's request. For instance, I was engaged in table settings, interacting with the kitchen staff as well as the customers and handling the complaints. As stated by Fallon and Rutherford (2010), problem-solving skills are one of the important skills expected from present and future professionals as identified in the World Economic Forum. As argued by Roncally et al. (2024), hotel success highly depends on the ability to cater standard services which align with the guests’ values. Practical experience in this placement has enabled me to understand the importance of communicating and understanding customer expectations to solve problems. As stated by Patafta and Milohnić (2022), effective communication in an organisation contributes to the smooth coordination of business activities and also plays a vital role in ensuring effective customer service standards.
Reflection on Action
Engaging in the FOH team required me to communicate efficiently and clearly, especially when responding to the requests of guests. In this aspect, effective teamwork was vital in managing the flow of services, particularly during peak hours. As supported by Faraj et al. (2021), communication and efficient teamwork between the front of the house as well as back-of-house departments contribute to the successful delivery of services. It can be inferred that this placement has helped reinforce the significance of catering professionalism, even under pressure. One of the experiences includes handling customer complaints about delayed services. At that time, I immediately checked on each table in the restaurant, updated the guests' orders and coordinated with my team. I also offered complementary food items to show a gesture of apology. This helped in preventing customer's negative feedback. Thus, these circumstances demonstrated the significance of proactive teamwork skills and communication in FOH operations. Additionally, I also learned the significance of quick decision-making and making necessary changes. 
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Reflection in Action 
Drawing upon my work-based skills during my placement, one of the takeaways is an improvement in my problem-solving ability, particularly during challenging situations. Additionally, I also learned to stay calm and professional. However, there were circumstances where I should be more assertive while managing customer expectations. As argued by Singh Ņikadimovs and Ivanchenko (2020), in hospitality, most employers seek problem-solving skills, acting calmly, teamwork skills and sensitivity to guest needs. This experience has significantly contributed to the development of skills such as problem-solving abilities in order to build rapport with customers. However, I also recognised the need to refine my approach towards the hotel menu in order to boost my selling skills and offer better recommendations. In this placement, technical skills such as point of sale (POS) were a valuable experience for me. For instance, I learned about the different types of allergens and how to handle beverages and foods proficiently.
Reflection on Action
Another instance in this aspect includes when I was assisting in the table settings. Despite knowing the procedures of standard table setting, I recognised the arrangement was slow due to inconsistent workflow. I tried to adapt my approach, such as prioritising team coordination and high-demand tables. I was able to manage time and enhance efficiency. As commented by Choi et al. (2022), according to cognitive dissonance theory, customers’ attitudes and thoughts are highly dependent on values and experiences when engaging with the organisation. This demands that firms engage in meaningful communication and experiences to impact the level of customer satisfaction. Thus, I gained insight into the significance of maintaining consistent customer service. As argued by Ali et al. (2021), consistent service quality management is recognised as an important factor within the hospitality sector as it contributes to sustainable competitive advantage. This experience has enabled me to gain an understanding of better coordination and transparent delegation of responsibilities and roles.
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Reflection in Action 
One of the significant challenges I recognised during the placement was the use of mobile phones frequently by the staff of FOH during service times. I consider this issue to have a direct impact on the delivery of customer service. It is because this led to slower customer response, less attention to the needs of guests, as well an impact on professionalism. While working with the team, I noticed some of the team members would check their phones in between the services, which often led them to miss the signals of customers for assistance. In an attempt to cater for this issue, I tried to engage the staff to foster their attention in areas such as checking tables, refilling drinks or checking cleanliness. I was also thoroughly engaged by setting an example and catering to more service-oriented tasks. 
Reflection on Action
It was evident that optimising mobile phones during working hours not only impacted customer service but also hindered effective team coordination. As argued by Yemoh and Amitai (2022), the use of mobile phones or social media in the workplace can significantly distract workers and promote unproductive behaviour. This, as a result, can affect customer service, and the habit of neglecting work can likely increase. Thus, this is one of the issues I recognised during the placement. It is, therefore, important to restrict the usage of phones during working hours and workers should be designated with adequate break times in order to ensure the employees stay engaged with their responsibilities and roles. This also links with the Service-Profit-Chain theory (SPC) which shades importance on the significance of managing internal and external service quality for stronger organisational performance. It reinforces the need to pay attention to employee satisfaction and productivity as internal variables to achieve successful external service quality (Hogreve et al., 2022). In this aspect, Lakes Hotel can focus on emphasising designated break times for the staff to rest or to do their personal work to foster better engagement during working hours.
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It can be concluded that the placement at the Lakes Hotel has provided immense learning opportunities, especially, time management, quick decision-making, teamwork, coordination as well as problem-solving skills. The use of reflective models such as Schon's reflective model has enabled me to gain insights into my actions and areas of development.
The action plan includes working on enhancing assertiveness while handling guest issues. By engaging in an active listening communication strategy, I will be able to understand the expectations of the guest and then express my opinion to build a stronger rapport. In future, I will also work on my leadership skills and gain more knowledge to handle diverse team staff. This is assumed to help me in managing a team and delegating tasks to ensure seamless operations. I will attend seminars and workshops or enrol myself in leadership-related training initiatives to boost my confidence as a leader. 
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