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Introduction
	My Level 6 placement was at Hilton Puckrup Hall in Tewkesbury, where I worked in the Food and Beverage (F&B) Department. The hotel offers a comprehensive F&B operation, including a self-serve breakfast buffet with hot and cold options, a bar and lounge menu for lunch, and an à la carte dinner service. The F&B team also supports conference and event catering. While the department consistently strives to deliver high-quality guest experiences, it faces challenges due to staff shortages, particularly during peak times.
My learning objectives at the start of this placement were:
1. To strengthen my ability to manage guest service processes in a high-pressure environment.
1. To build confidence in decision-making and problem-solving within the F&B context.
1. To enhance my communication and leadership skills when working with colleagues under operational strain.
Section 1: Role Reflection
I worked as an F&B Assistant, covering breakfast, lunch, and dinner services, as well as occasional event support. My responsibilities included preparing service areas, guiding guests to their tables, verifying room numbers for breakfast inclusion, taking and delivering orders, and addressing guest queries and complaints. I also had the chance to observe how supervisors prioritised tasks, delegated responsibilities, and adapted to busy periods. To reflect on my experience, I applied the ERA Cycle (Fleming, 2023), which encourages structured reflection through the stages of experience, reflection, and action (Fleming, 2023).
Experience
	Two experiences are especially noteworthy as outcomes of my placement, shedding light on the reality of the hospitality industry. The restaurant was full, and most people who had breakfast as part of the room package could not find seats instantly. I observed how the supervisor handled the situation professionally, offering apologies, assigning seating to alternative dining settings, and providing complimentary drinks to keep the guests satisfied. This has taught me the lesson of remaining calm and making decisions under immense pressure, as well as discussing with guests and encouraging them. The second case occurred at a significant dinner event. There was a lapse in communication between the kitchen and the service team, resulting in significant delays in food service. Servers were unsure whether orders had been taken, and complaints were reported at a few tables. I learnt the importance of determining and sustaining clear communication channels among departments. The two experiences made me appreciate the importance of teamwork, anticipation, and outstanding leadership in offering flawless guest experiences.
Reflection
	Both examples highlighted the importance of leadership, adaptability, problem-solving, and communication. The supervisor at breakfast calmly explained the delay to the guests, offered complimentary drinks, and reorganized the seating plan, demonstrating strong problem-solving and guest care skills (Trapp et al., 2012, p. 1234). In contrast, the dinner service revealed weaknesses: the supervisor failed to communicate effectively between teams, resulting in guest complaints and stressed staff. This experience reinforced the importance of effective communication and clear delegation in maintaining service standards (Hecht et al., 2020, p. 7381). I believe my strengths lie in staying calm under pressure and communicating clearly with guests. However, I recognised a weakness in my confidence when making quick decisions without checking first with supervisors, something I aim to improve (Hobson et al., 2020).
Action Plan
1. Complete an online training module on F&B service problem-solving (Bennett et al., 2020, p.1).
1. Volunteer for more responsibility in future ocasions, such as managing small sections of the dining room independently.
1. Develop assertiveness techniques through self-directed learning and practice (Spence et al., 2022, p. 2626). 
Section 2: Development Journey
	Reflecting on my Level 4 and Level 6 placements (both at Hilton Puckrup Hall), I noticed several similarities and differences. At Level 4, my role was more task-focused, involving tasks such as setting tables, clearing plates, and following direct instructions. At Level 6, I was given more responsibility, particularly in guiding guests and supporting supervisors during peak times. The operational challenges were similar (e.g., short staffing), but at Level 6, I became increasingly aware of how decisions affect guest satisfaction and team morale. From Food & Beverage Operations (Level 4), I initially saw service as a sequence of tasks. My Level 6 experience taught me the importance of flexibility, effective communication, and situational awareness in delivering seamless service. From Sustainable Hospitality & Tourism Management (Level 5), I reflected on how sustainability practices were applied in the F&B department. Hilton's CSR strategies, such as reducing food waste and offering locally sourced options, were present but could be further strengthened, especially in menu design and portion control (Spence et al., 2022, p. 2626). The "greener practice" I researched at Level 5 (plant-based menu options) could be suitable at this hotel, as guests increasingly look for sustainable choices.
Section 3: Service Improvement Proposal
Identified Issue: Guest service delays during peak dinner periods
During my placement, I consistently observed that dinner service would be compromised by long delays, especially during rush hours. The communication barriers between the kitchen and the staff working on the front-of-house resulted in delays, as staff members did not understand what was happening with the orders, wrong orders were delivered, and guests had to wait too long. These problems led to guest dissatisfaction, as evidenced by a significant number of complaints regarding slow service and delayed meals. This raised the level of stress among the team, and commitment was sometimes affected by the pressure to resolve the matter. My co-workers agreed that one of the common problems was the delay in services, and most of them were annoyed that it was affecting the guest experience (Wolgast et al., 2022, p .23).

Improvement Plan:
1. Implement pre-service briefing meetings before dinner service. These meetings would allow kitchen and service staff to review the menu, note large group bookings, and clarify responsibilities. This is supported by best practice in hospitality management, where pre-shift meetings improve coordination and reduce errors (Jones et al., 2002).
1. Introduce an order-tracking system that is visible to both kitchen and front-of-house teams. This would ensure that all team members can monitor the progress of orders in real-time, reducing confusion and enabling proactive guest updates (Shaw et al., 2021, p. 1032).
1. Develop a cross-training programme for junior staff. This would provide team members with a better understanding of kitchen operations, and vice versa, thereby enhancing communication and teamwork. Cross-training is recognized in the literature as a valuable tool for enhancing operational flexibility and service efficiency (Schultz et al., 2021, p. 204).
By addressing service delays through these steps, the department could enhance guest satisfaction while improving staff morale and operational efficiency. Performance criteria, such as order turnaround time, guest feedback scores, and error rates, can be used to monitor success (Hobson et al., 2020).
Conclusion
	My Level 6 placement at Hilton Puckrup Hall provided me with a deeper insight into the complexity of F&B operations. I achieved my learning objectives by developing my communication skills, learning to effectively manage guest expectations, and gaining a clearer understanding of supervisory responsibilities in a high-pressure environment. However, I also identified areas for further growth, especially in decision-making confidence and assertiveness. The experience demonstrated to me the importance of leadership, teamwork, and proactive service planning in delivering positive guest experiences.
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