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Part 1: Reflective Supervisory Analysis Using Gibbs’ Model
Introduction:
[bookmark: _Int_mJPoIqMR]This reflection discusses my experience in the Food and Beverage department during my time at Morgan’s Hotel (Anon, n.d.). The hotel mainly provided breakfast service but also hosted different types of events such as weddings, memorials, private events, and business conferences (Morgans Hotel, 2022). During my time at Morgan’s Hotel, I supported the food and beverage team by helping prepare event spaces, setting up tables, maintaining cleanliness, and assisting with service when required. Through these activities, I was able to observe how supervisors and managers coordinated staff, managed service operations, and ensured customer satisfaction.
This reflection uses Gibbs Reflective Cycle, which consists of six stages, description, feelings, evaluation, analysis, conclusion, and action plan (University of Cumbria, 2020). It focuses on many experiences that occurred during my placement, including handling a customer complaint during breakfast service, observing how a manager handled a service mistake made by a new staff member and assisting during a surprise visit from the food safety inspection agency (Food Standards Agency, 2018). These experiences are analysed based on practical observation of service quality, leadership, and customer satisfaction in the workplace. The reflection also suggests ways supervisors can improve service operations and prevent similar issues from happening in the future. 
Description:
During my time at Morgan’s Hotel, I worked in the Food and Beverage department where the hotel provided daily breakfast service and hosted various events. My responsibilities included cleaning the dining areas, preparing tables, organising service stations, and helping with event preparation. I also supported the team during busy periods to ensure that service areas were ready for guests.
One situation that stood out happened during breakfast service. A team of staff cleared part of the breakfast buffet before all guests had finished eating. A couple arrived later and wanted more food, but several items had already been removed. The guests were unhappy and made a complaint. During this moment, I was the only staff member present in the dining area.
I decided to take responsibility for the situation. I listened carefully to the guests and apologised for the inconvenience. I then went to speak with the chef and explained the situation. The chef agreed to prepare additional food for the guests. Once the food was ready, I brought it back to the guests and ensured they were satisfied. 
[bookmark: _Int_8ZqqG739]During my time at Morgan’s Hotel, I also observed another situation where a new staff member made an error during breakfast service by mixing up orders between two tables. This created confusion for the guests and placed additional pressure on the chef and the kitchen staff, who had to prepare the correct meals again. I observed how the food and beverage manager handled the situation professionally. The manager apologised to the guests, explained that a mistake had occurred, and quickly arranged for the correct orders to be prepared. The manager remained calm and reassured the guests, which helped resolve the situation. 
Another experience involved working with the chef during a visit from school children. The chef organised a cookie-making activity for the children. I helped guide the children through the process by explaining instructions and encouraging them to participate. The activity created a fun and interactive experience for the visitors.
During my time at Morgan’s Hotel, there was also a situation where the Food Standards Agency carried out an unplanned inspection of the hotel. This required the Food and Beverage department to immediately ensure that all health and safety procedures were being followed correctly. The manager provided instructions and a checklist of tasks that needed to be completed.
My responsibilities included clearing and organising the food and beverage areas, restocking products while following correct stock rotation procedures, and completing cleaning and sanitation tasks. I also organised service stations and followed health and safety procedures by covering, labelling, and dating food items correctly. In addition, I helped manage the refrigerators by checking that food was stored correctly and recording the temperature of each fridge. I also assisted with waste management to ensure that all working areas remained clean and safe. After completing the tasks, I helped close the food and beverage area and confirmed the checklist had been completed on the tablet.

Feeling:
At first, I felt nervous when the guests complained about the breakfast situation because I was not a supervisor and I was the only person available at that moment. I was unsure if I would be able to solve the situation correctly. However, I also felt responsible for helping the guests because customer satisfaction is very important in hospitality.
As I began speaking with the guests and looking for a solution, I felt more confident. I focused on staying calm and listening carefully to their concerns. When the chef prepared the additional food and the guests were satisfied, I felt relieved and proud that I had helped improve the situation.
During the situation where the new staff member mixed up breakfast orders, I felt concerned because the mistake created pressure on the kitchen team. I also noticed how stressful such mistakes can be for chefs who must quickly correct the problem. However, I was impressed by the way the manager handled the situation calmly and professionally.
When the Food Standards Agency carried out their visit, I felt some pressure because everyone needed to work quickly to ensure that all procedures were being followed. However, I also felt motivated to complete the tasks properly because food safety is an important responsibility.
During the cookie-making activity with the children, I felt happy and engaged. It was a positive experience because the children were excited and enjoyed the activity. It also showed me how hospitality can create memorable experiences for guests.
Evaluation:
Overall, my experience during my time at Morgan’s Hotel included both positive and negative aspects. One positive aspect was that I showed initiative when handling the breakfast complaint. Even though I was not a supervisor, I was able to listen to the guests, apologise, and find a solution with the chef. This helped improve the guest experience. Another positive aspect was observing how the food and beverage manager handled the mistake made by the new staff member. The manager remained calm, apologised to the guests, and resolved the issue promptly by offering a replacement. This response aligned with the house policy of avoiding arguments with customers (Columbia, n.d.), which demonstrates strong leadership and professionalism in a challenging situation.
The Food Standards Agency inspection was also a valuable learning experience. It showed how important hygiene, food safety, and organisation are in hospitality operations. By following the manager’s instructions and completing the tasks, I was able to support the team in maintaining health and safety standards. However, there were also negative aspects. The breakfast complaint occurred because the food was cleared too early. Staff should not remove food or clear tables until all guests have finished eating and left the dining area. This situation showed that communication between staff was not fully effective. The mistake made by the new staff member also showed how errors in service can affect both guests and kitchen staff. Such mistakes can create stress and increase workload for chefs and other employees.
From a supervisory perspective, these situations demonstrate the importance of carefully monitoring service areas, maintaining clear and concise communication, and implementing continuous training programmes focused on effective communication strategies. These practices not only improve service quality but also enhance the overall competitiveness and reputation of the establishment (Siva, Sanker and M, 2024).
Analysis:
These experiences can be understood through what I observed about how management and leadership work in a real hospitality environment. Supervisors in the Food and Beverage department play an important role in making sure service runs smoothly. They are responsible for managing and organising staff, coordinating tasks, monitoring service timing, and maintaining clear communication to support effective performance (Walker, 2021). In the breakfast situation, the issue occurred because food was removed too early, which suggests that communication and supervision could have been improved. This reflects Service Recovery Theory (Michel, Bowen and Johnston, 2009), which highlights the importance of responding effectively to service failures and customer complaints to restore satisfaction. By listening to the guests, apologising, and arranging fresh food with the chef, I applied these principles in practice.
The situation with the new staff member highlighted the importance of effective leadership and staff training. The manager remained calm, took responsibility for the mistake, and quickly found a solution. This helped reduce the impact on the guests and demonstrated how professional behaviour can improve a difficult situation (Wirtz and Lovelock, 2021). This approach reflects transformational leadership, where leaders support their team, stay calm under pressure, and guide staff to resolve issues effectively while maintaining service quality (Luo et al., 2019). In both situations, responding quickly, apologising, and fixing the problem were important for keeping customers satisfied. Acting professionally and dealing with issues straight away makes a clear difference. 
The food safety inspection also highlighted how important it is to maintain high hygiene standards. Supervisors must ensure proper food storage, temperature control, and cleanliness at all times to protect customers and meet regulations (Food Standards Agency, 2024). Finally, the cookie-making activity with children showed how creating a fun and engaging experience can improve customer satisfaction. Well-organised activities help guests enjoy their visit and leave with a positive impression, which contributes to overall service quality in hospitality (Pizam, 2010). 
Conclusion:
This reflection shows that supervision is an essential part of food and beverage operations. Even small mistakes, such as clearing food too early or mixing up orders, can negatively affect guest satisfaction and create additional pressure for staff. During my time at Morgan’s Hotel, I learned that clear communication, good organisation, and effective leadership are necessary to ensure smooth service. I also observed how managers handle difficult situations professionally and maintain positive relationships with guests.
These experiences helped me develop a deeper understanding of the importance of supervisory roles in hospitality and how management theories, such as service recovery and leadership approaches, can be applied in real working environments to improve service quality and customer satisfaction.



Action Plan:
In the future, I aim to improve my communication and teamwork skills. I will focus on ensuring that information is shared clearly between staff members, especially during busy service periods, to reduce errors and improve efficiency. I also want to develop my ability to handle customer complaints professionally and confidently. Learning more about service recovery techniques will help me respond effectively to difficult situations and maintain customer satisfaction.
In addition, I want to continue developing my leadership skills so that I can take on more responsibility in hospitality operations and support team performance. Supervisors can improve service quality by setting clear procedures, providing regular staff training, monitoring service areas closely, and ensuring that food safety procedures are always followed. These actions help prevent mistakes, improve team coordination, and enhance the overall guest experience.















Part 2: Hotel Mentor Feedback:
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Part 3: Placement Tutor Feedback
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Part 4: Reflection on Hotel and Placement Tutor Feedback:
Introduction:
This reflection is based on the feedback I received from both my hotel mentor and placement tutor during my time at Morgan’s Hotel in the Food and Beverage department. Feedback is important because it helps me understand my strengths and identify areas where I need to improve, as well as support my professional development (University of Sussex, 2024).
The purpose of this reflection is to review and understand the feedback I received about my performance, including my communication, time management, behaviour, and problem-solving skills. It will also compare the feedback from both sources, explain how it has helped me understand the role of a supervisor in the Food and Beverage department, and outline actions to support my future development.
Main Body
Understanding the Feedback:
The feedback from both my hotel mentor and placement tutor helped me understand my performance in more detail. During my placement, I worked across breakfast service, bar operations, and event setup. I showed efficiency during service and supported different areas of the department. I also took time to understand hotel procedures, including the requirements of the Food Standards Agency observed during their visit, as well as internal processes. This improved my awareness of how the hotel operates.
My hotel mentor highlighted my strengths in professionalism, teamwork, and my ability to follow procedures and complete tasks effectively. I worked well on the bar and was trusted to manage it when other staff members were on break, which shows reliability and responsibility. I also supported event preparation and performed well during breakfast service. In managing guest service experience, I followed procedures, completed tasks, and interacted positively with guests by assisting when needed. Overall, I listened carefully, stayed engaged, and followed house standards, which are important for maintaining service quality and effective supervision (TheKnowledgeAcademy, n.d.). 
However, my mentor also mentioned that I can be quiet and need to improve my confidence. Although I took initiative when supporting tasks and responding to situations, I recognise that I could be more proactive and confident in my communication. Confidence is important in hospitality, as it supports better interaction with guests and colleagues (Institute of Directors, 2024).
The placement tutor’s feedback provided a clear assessment of my overall performance. In terms of time management, I showed organisation and responsibility by attending most of my shifts and taking initiative to recover missed hours. This demonstrated accountability and commitment. I also attended meetings punctually, showing strong engagement with my learning. Effective time management is important in hospitality as it supports smooth operations and teamwork (Institute of Directors, 2024).
The tutor also highlighted my strong communication skills. I communicated clearly and professionally with staff, peers, and my tutor, both verbally and in writing. I showed confidence during meetings and provided useful updates. This shows that I have strong communication skills, although I need to apply them more consistently in daily work situations. Communication is essential in hospitality to support teamwork and service quality (Elphick, 2025).
In terms of behaviour, I worked well with others, showed a positive attitude, and contributed to the team. In problem-solving, the tutor noted that I am developing well. For example, I identified service issues during breakfast and suggested solutions, which shows growing operational awareness. I also reflected on workplace situations and understood how they can affect teamwork and performance. Problem-solving is an important skill in hospitality as it helps maintain service quality and customer satisfaction (Filbert, 2024).
Overall, my hotel mentor and placement tutor provided different but complementary feedback. My mentor focused more on my day-to-day performance during service, while my tutor focused more on my overall development, including communication, time management, and problem-solving. While both recognised my strengths, the feedback showed that I need to continue building my confidence and take initiative more consistently.


Impact of the feedback:
[bookmark: _Int_SGS6gZTs]The feedback had a strong impact on how I understand my role in the Food and Beverage department. It helped me realise that my communication, reliability, and ability to follow procedures are my main strengths. My experience in breakfast, bar, and events showed that I can adapt to different situations and support service effectively. At the same time, the feedback made me more aware of my need to improve my confidence. While I can take initiative when needed, I need to do this more regularly and naturally in everyday situations. This is important because supervisors are expected to lead, communicate clearly, and support the team at all times.
This links to leadership in hospitality, where communication, decision-making, and confidence are essential for managing teams and delivering high-quality service (Institute of Directors, 2024). Supervisors are not only responsible for completing tasks but also for guiding others and maintaining service standards.
The feedback also improved my understanding of problem-solving. My experience identifying issues during breakfast service showed that I am starting to think more critically about operations. Problem-solving is important because it helps maintain service quality and ensure customer satisfaction (Filbert, 2024).
In addition, I learned that flexibility is important in hospitality. My tutor highlighted that limited availability could reduce learning opportunities. This made me realise that working during busy periods is important for gaining experience and improving my ability to work under pressure.
The feedback also helped me better understand teamwork. I realised that communication is important not only when problems happen but also in maintaining a positive working environment. Good communication helps avoid misunderstandings and supports team performance (Elphick, 2025).
Overall, the feedback helped me understand that being a supervisor is not just about completing tasks. It requires confidence, communication, problem-solving, and the ability to manage both people and service effectively.


Action Steps for Growth:
Based on the feedback, I have identified several actions to support my future development in hospitality. First, I will focus on building my confidence by being more proactive in daily situations. Although I take initiative when needed, I aim to do this more consistently by engaging more with guests and communicating more within the team. Second, I will increase my availability, especially during busy periods such as weekends and events. This will help me gain more experience and improve my ability to work under pressure. Third, I will continue developing my communication skills by using them more confidently in real service situations. Strong communication is important for teamwork and service quality (Elphick, 2025). Fourth, I will improve my problem-solving skills by observing operations more closely and suggesting solutions when issues arise (filbert, 2024).
Finally, I will continue to develop my understanding of hotel procedures, including Food Standards Agency requirements and internal processes, to strengthen my knowledge and support my future career progression (The Knowledge Academy, n.d.).











Conclusion:
This reflection has shown that feedback from both my Hotel Mentor and Placement Tutor is important for my personal and professional development. It helped me identify my strengths, such as communication, teamwork, and reliability, as well as areas for improvement, including confidence and consistency in taking initiative.
Reflecting on this feedback has improved my understanding of supervisory roles in the Food and Beverage department. I now understand that effective leadership requires strong communication, problem-solving, and the ability to manage both people and service operations (Institute of Directors, 2024).
Overall, this process has highlighted the importance of continuous learning and self-improvement. I am committed to applying this feedback in future roles to develop my skills and progress towards a supervisory or managerial position in the hospitality industry.
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Overall Feedback: Please provide specific feedback on the student’s performance in the Reception/Front Office, Housekeeping,
Meetings/Events, Leisure Club, Sales, Human Resources, Finance, Revenue Management and Social Media / Communications
departments as relevant. Please include comments on General and Supervisory experience *

Hind covered several departments and id wellinthem all. She lstened and engaged and abided by in house standards.

Summary of Observations Based on Skills Matrix

This section aims to consolidate feedback from operational departments provided in previous sections, focusing on the student's kil development
over the 12-week placement
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Speed and efficiency in service: Was the student able to deliver food and dinks promptly and correctly? *

Hind worked well on bar, events and breakfas, o fssues on semvice

Please ente ateast 50 characters

Ability to upsell and engage with guests: Did the student actively promote menu items and create a positive guest experience? *

Hind s quite uiet but il engage positvel. Thre is some development on confidence but with the corectsupport she il do wel

Please enter ateast SO characters

Food and Beverage Feedback: Please provide specifc feedback on the student’s performance in the Food and Beverage
department. Please include comments on General and Supervisory experience *
Hind has done wellin breaklas, bar and events Hind has looked afer the bar in quiet paiods for saf 10 go and complete asks o 9o on break.

Please ente at east 50 characters

Managing Guest Service Experience

Please provide detailed feedback based on the student’s Reception/Front Offce, Housekeeping, Meetings/Events,Leisure Club, Sales, Human
Resources,Finance, Revene Management and Socal Media / Communications experience at the Hotel.(Include one o more department s rlevant)
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Hind has also shown increased operational awareness compared to Level 5. During a
one-to-one mesting with her tutor, she identified service Issues within breakfast
operations (such as an empty coffee maching), evaluated their mpact on guest
experience and wider hotel functioning, and suggested a practical solution. This
demonstrates emerging managerial awareness and the abillty o think critically about
service delivery and operational improvement

In addition, Hind has experienced and reflected on workplace tensions that can arise
between staff members. She recognised the potential impact of these situations on
team morale and motivation and was able to link this effectively to prior academic
earning in this area. She demonsirated insight into interpersonal dynamics within a
hospitality environment and an awareness of how these can influence overall team
performance.

Overall, Hind has developed posiiively in problem-solving. Strengthening this area
even further will support her transition towards greater autonomy and confidence in
professional settings.

Tutor: Lisa-Marie Bassler
‘Signature: Lisa-Marie Bassler

Date: 1* Aprit 2026




imagea.png
Her abilty to express ideas clearly and respond appropriately supported productive
meetings and smooth operational communication within the hotel This is particularly
valuable in a hospitality environment, where effective communication with staff and
guests is essential for maintaining efficiency and service qualy.

Her email communication was timely and appropriately managed, showing clear
improvement since Level . Herwritien communication now reflects a more consistent
understanding of professional expectations and tone.

Overall, Hind demonstrates a strong standard of communication. She shows effective
Uistening skils, adapts her communication well to different audiences, and maintains
a respectiul and professional approach. Continued refinement of these skills will
further strengthen her effectiveness and support her progression into the indusry.

Behaviour

Throughout her placement, Hind was consistently engaged and showed a genuine.
willingness to learn and contribute across different areas of the operation.

She worked effectively with both colleagues and peers fo the most part, contributing
positively to the team and overall working environment. Her approach was respectiul
and reliable, and she completed tasks t0 a high standard. Feedback from hotel staff
and peers highlighted her professionalism and her abiliy to integrate well within the
team.

To further support her development, it will be important for Hind to continue
recognising the value o al asks within hotel operations, including routine duties such
as cleaning. Developing a full appreciation of these responsibilites s essential, as they
underpin sevice quality and ensure the smooth day.-to-day running of a hospitality
environment.

Overall, Hins willingness to support others, combined with her positive atitude, has
made her a reliable and valued member of the team.

Problem-Solving

Hind has demonstrated a constructive and responsible approach to problem.-solving
throughout her placement. She continues to show developing accountabiliy and a
clear willingness to address situations in a professional and effective manner.

A strong example of this was her independent arrangement to recover missed
placement shifts. Ths reflected accountabillty, nitative and an understanding of the
importance of mesting placement expectations, alongside a commitment to
maintaining professional standards despite external challenges.
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Attention to detail: Did the student maintain high attention to detail standards? *

Hind follows procedure and completes tasks well

‘Time management and efficiency: Was the student able to complete Reception/Front Office, Housekeeping, Meetings/Events,
Leisure Club, Sales, Human Resources, Finance, Revenue Management and Social Media / Communications tasks within the allocated
time?

Hind covered all departments and observed and worked with many time consiraints,

Interaction with guests and handiing special requests: Did the student show professionalism when dealing with guest requests or
complaints?

Hind asssted and observed with requests and did very wel
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Prifysgol Cymru
University of Wales

Tutor Feedback

Student Name:

ind Outamarte

Student ID: 2308564

Time Management

I terms of time management, Hind has demonsirated a solid and organised approach
throughout her placement. At the time o this feedback, she has worked predominanly.
within the Food & Beverage and Mestings & Events departments, including spending a

full day in the kitchen, which has supported her understanding of diferent operational

Hind attended the majority of her scheduled shifts; however, she did miss some dus o
fllness. Importantly, she took the intiaive to laise with the hotel to arrange recovery of
these hours and had already begun doing 5o at the time of writing. This demonsirates.
a strong sense of accountabiity and commitment f meeting her placement
requirements.

She has also consistently attended all one-to-one mestings with her tutor, as well as
group sessions such as the assignment workshop, ariving punctually and showing
clear dedication to her development and engagement with the learning process.

To further enhance her experience, Hind would benefit from increasing her availabilty
actoss a wider range of days and operational hours. Limiting availabilty can reduce
exposure o busier periods and the full scope of hospitality operations; greater
flexibilty would enable her to gain a broader understanding of industry demands and
further develop her practical skils.

Froma tutor's perspective, Hind has remained engaged and commitied throughout. To
ensure the successiul completion of her placement, it wil be important for her to
continue meeting the required weskly hours consistently and maintain her proactive
approach to managing her schedule.

Communication

Hind demonstrated consistent and effective communication throughout the
placement, both verbally and inwritten form. She maintained a professional, clear and
appropriate tone when interacting with hotel staff, peers and her tutor.

During university meetings and day-to-day engagement with the hotel team, Hind
communicated with confidence and clarity. She proactively provided ussful updates
o her progress during group and individual sessions and was open n discussing areas
of concer or development, demonstrating honesty, engagement and a genuine
willingness to improve:





