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Through its association with InterContinental Hotels Group (IHG), Holiday Inn Sunderland maintains a properly organized Food and beverage operation that provides buffet breakfast service, à la carte dining options, lounge bar facilities, and room dining service (IHG, 2025). Holiday Inn Sunderland meets all requirements of IHG's service standards to provide excellent guest satisfaction, food safety, and operational efficiency.
Placement Learning Objectives
· Supervisory development involves both observing senior staff members and managing hotel guests during their interactions.
· Acquire both operation management skills for order processing and technical competencies regarding food safety measures and standard service protocols.
· The ability to solve problems will improve by addressing customer complaints, resolving service delays, and coordinating staff.
· The employee needs to understand organizational policies related to health and safety together with training and customer service excellence.
The placement offers hands-on experience in hospitality operations that develops technicians along with managers through practical applications.
[bookmark: _Toc191676313]Reflection on Experience and Personal Development
My placement duties included working between restaurant and bar sections where I delivered guest service and handled order management as well as problem resolution. The core duty of my service required me to meet guests at the front desk while handling reservations and complaints working with the kitchen and maintaining smooth processes for delivering service. The reflective process I used Gibbs’ Reflective Cycle for critical examination (Markkanen et al., 2020).
Description: The daily task of controlling breakfast service operations during busy times presented the most demanding challenge to me. The restaurant faced heavy guest traffic at certain hours of the day due to which both FOH and BOH parts experienced communication problems and guests had to wait longer for their orders (Alt, 2021). As part of my position, I handled table-switching operations while maintaining fast service to customers and solving their concerns promptly.
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Feelings: My first experience found me feeling completely overwhelmed because of the restaurant's unusually quick service while the guests maintained very demanding expectations. The staff experienced high levels of pressure because they needed to deliver the service standards along with creating happy guests. My experience in watching the restaurant supervisor taught me valuable delegation and guest hospitality methods that dramatically increased my sense of self-assurance.
Evaluation: The main learning point revealed that operating effectively depends on both teamwork and communication between employees. The implementation of Micros POS as a digital order management system brought smoother operations between FOH and BOH (Buhalis and Sinarta, 2022). The practice of notifying guests about service delays in advance effectively decreased customer complaints thus producing better guest fulfilment.
Analysis: The fundamental capabilities needed for hospitality work include time management adaptable communication with guests and quick adaptation to new situations (Bardi, 2010). Guest satisfaction was maintained by delivering complimentary drinks when orders exceeded the promised times. The live restaurant scenario taught me valuable lessons about solving problems before they occur and efficient communication along with organisational skills that I will use when I pursue a hospitality management career.
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Teamwork and Communication: The management of peak hours and special events required effective teamwork. An example of this was a corporate dinner for 30 guests with a lot of dietary requirements that the kitchen staff was struggling to manage. Front of House (FOH) and Back of House (BOH) worked together to handle orders correctly to avoid errors and provide efficient service (Lai et al., 2019). Also, complaints from visitors were dealt with quickly and effectively. One person who attended said that their ticket was wrong. So that the problem could be fixed and the guests were happy, I quickly contacted finance. These examples show how important it is to work together, listen carefully, and communicate clearly when it comes to hotel service standards.
Getting things done and making choices: The biggest problem during busy times was food order delays, which often led to complaints from customers. A methodical technique was used to solve this problem:
1. Keep an eye on the state of orders all the time to spot any possible delays.
2. Offered free drinks or told guests how long they would have to wait to help the service recover.
3. Communicated with the kitchen manager about important tasks.
This method made customers happier and followed strategies for handling a hospitality problem. De Bruyn and Chibili (2019) talked about how important it is to be flexible and make quick decisions so that food and beverage activities run smoothly.
Operational effectiveness and visitor service: providing personalised service to make guests' experiences better. A friend who is very sensitive to gluten needs a specially made lunch.
I also ensured that the kitchen followed strict allergen protocols which evidenced my concern for guest safety and satisfaction. In addition, I contributed to the understanding of inventory management and avoiding stock shortages by making sure that the stock levels were at optimum levels at all times. Particular insight was gained by observing managers using forecasting tools to predict demand to reduce food waste. Indeed, these experiences highlighted the importance of strategic planning and efficiency in F&B operations (Davis et al., 2018).
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Problem: Loss of Staffing Shortages and their Impact on Operations.
When it comes to staffing shortages, I would say that it was one of the biggest challenges I had throughout my placement. In multiple instances, a restaurant with over 50 guests was served by only two servers, resulting in a failure to provide fast service, guest dissatisfaction and inefficiency. In this case, service quality and employee morale were badly affected. This also shows the need to improve workforce planning (CG Davidson, McPhail and Barry, 2017).
Impact on the F&B Department
Some of the negative effects of the staffing shortage:
1. This leads to additional pressure on existing staff and reduces their efficiency to burnout.
2. It causes longer wait times and frequent guest complaints, thus resulting in a decline in overall satisfaction.
3. Fewer staff to contend with, who had to juggle multiple responsibilities in order to maintain hygiene standards.
Proposed Solutions
Several strategies would help mitigate these challenges including: 
1. Cross-training employees: FOH should cross-train employees by teaching basic cooking and bar training to FOH staff to help them service other guests when there is a high volume of guests.
2. Optimized staff scheduling: Using historical guest occupancy data to predict peak periods and allocate staff accordingly.
3. Technology implementation: Self-ordering kiosks and mobile app reservations to simplify order processing and decrease labour requirements of the order process (Jamaluddin and Rahmat, 2022).
Despite this, bringing in weekend part-time staff to fill short-term staffing holes, did not help in the long term to address the problem of staff retention and improve recruitment planning that would have been needed to make sure fitness levels were maintained and service quality achieved.
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My placement experience illustrated what I considered as the necessary skills for a supervisory position which included leadership, teamwork and problem-solving. It was found that operational efficiency relies upon effective communication, digital tools and staff coordination, while guest satisfaction has a significant dependence on adaptability, attentiveness and proactive service recovery strategies.
Future Action Plan
	Future Aspirations
	Steps to Achieve
	Timeline
	Expected Outcome

	1. Improve decision-making skills
	Analyze real-world cases in hospitality.
	1-6 months
	Develop the ability to make quick and effective decisions.

	2. Boost crisis management talents.
	Observe and evaluate real-world crisis management scenarios.
	1-3 months
	Learn how to effectively handle crises.

	3. Optimize operational efficiency.
	Learn about digital tools and staff management approaches.
	Ongoing
	Continuously increase my operational efficiency and time management skills.
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