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Introduction
During my 10-week placement at DoubleTree by Hilton Bristol North, I worked in the Food and Beverage (F&B) department, assisting in the breakfast buffet service, maintaining cleanliness, and supporting guest interactions. While I did not have direct responsibilities in reception, I observed guest interactions and how the team managed service challenges.
To critically assess my experiences, I will use Schön’s Reflection Model (1983), which consists of:
· Reflecting while the situation is occurring.
· Analysing the experience afterward to improve future practice.
This model is particularly useful in hospitality operations, where staff must react to service challenges in real time while also learning from past experiences to enhance performance (Schön, 1983).


















 A Guest Took Food from the Buffet Without Using Tongs
While working at the breakfast buffet, I noticed a guest picking up food directly with their hands instead of using the provided tongs. Since hygiene is a critical factor in food service, I needed to address the situation quickly and professionally to avoid discomfort for the guest while maintaining hygiene standards.
I politely approached the guest, smiled, and said, "For hygiene reasons, we kindly ask guests to use the tongs provided." The guest seemed slightly embarrassed but apologized and complied.
Afterward, I reflected on how I managed the situation. I was concerned that I might have embarrassed the guest or made them feel uncomfortable in front of others. However, I reassured myself that maintaining hygiene and professionalism was my priority.
This experience reinforced the importance of maintaining food hygiene standards in a polite and professional manner (Davis et al., 2021). According to Johnston et al. (2012), food safety is not only a legal requirement but also essential in enhancing guest confidence in the service provided.
To improve in the future, I will:
1. Use preventative communication, such as reminding guests about hygiene before they reach the buffet.
2. Ensure that signage is visible to remind guests to use utensils.
3. Continue developing confidence in guest interactions when addressing sensitive service issues.








A Guest Asked for Non-Dairy Milk, but It Was not Available.
A guest approached me during breakfast service and asked for almond milk to accompany their coffee. I checked the buffet and realized that only regular dairy milk was available. Since I was not aware of an alternative in the kitchen, I politely informed the guest that we did not have almond milk at that moment.
The guest seemed disappointed and commented that they expected a hotel like Hilton to offer more dietary options. To offer a solution, I asked if they would like black coffee or tea with lemon instead. The guest reluctantly accepted tea but seemed unsatisfied with the response.
Afterward, I felt that I could have managed the situation better. While I remained polite and professional, I felt unprepared because I did not know if the kitchen had non-dairy alternatives. I also realized that the guest’s expectations were not met, which could impact their overall impression of the hotel.
This experience highlighted the growing importance of dietary inclusivity in hospitality (Bowie & Buttle, 2019). Kandampully et al. (2018) emphasize that meeting guest expectations for dietary needs is essential in maintaining a positive reputation.
To improve in the future, I will:
1. Check with the kitchen daily to confirm available dietary alternatives before service begins.
2. Suggest that the hotel adds more non-dairy milk options to the breakfast buffet.
3. Improve my knowledge of dietary needs and food alternatives to provide better guest assistance.







A Guest Spilled a Drink and Felt Embarrassed
One morning, while assisting guests at the buffet, I saw a guest accidentally spill their coffee on the floor. The guest looked visibly embarrassed and started apologizing repeatedly.
I immediately reassured the guest by saying, "It’s no problem at all. Accidents happen!" and quickly brought paper towels to clean up the spill while maintaining a calm and friendly manner. I then asked the guest if they would like a fresh coffee, which I brought to their table free of charge.
Reflecting on this experience, I felt proud of my quick response. I realized that the guest’s embarrassment was greater than the inconvenience of the spill itself. By reacting with understanding and reassurance, I was able to turn a potentially negative experience into a positive one.
This situation reinforced the importance of service recovery and emotional intelligence in guest interactions (Kotler et al., 2017). Research by Martin (2020) suggests that when service failures occur, a fast and empathetic response can transform a guest’s negative perception into a positive memory, increasing guest loyalty.
To improve in the future, I will:
1. Stay attentive to guest behaviour to provide immediate assistance when needed.
2. Continue developing critical thinking skills in high-pressure situations.
3. Suggest that the restaurant places spill-cleaning stations discreetly nearby for faster response.







Organisational Issue: Staff Overlooking Empty Plates at the Buffet
1. Issue
During busy breakfast service, I noticed that some staff members were slow in clearing empty plates and replenishing food trays. As a result, guests often had to wait longer for fresh food and clean tables.
2. Impact
· Guest frustration increased due to the lack of available tables.
· The buffet appeared disorganized, affecting the hotel’s professional image.
· Staff became overwhelmed, leading to further delays.
3. Solutions
· Assign one team member to monitor the buffet area to ensure faster replenishment (Davis et al., 2021).
· Implement pre-service checklists to ensure enough staff are available at peak times (Johnston et al., 2012).
· Provide better training on workflow efficiency to reduce delays (Walker, 2021).












Conclusion and Action Plan
Reflecting on my placement, I developed a deeper understanding of guest service operations, problem-solving, and professional communication. Schön’s Reflection Model helped me analyse how on-the-spot decision-making and post-experience reflection contribute to continuous improvement in hospitality.
Going forward, I will:
1. Enhance my guest interaction skills to manage service situations with confidence.
2. Be more initiative-taking in checking kitchen stock to better assist guests with dietary requests.
3. Suggest operational improvements to enhance service efficiency and guest satisfaction.
These experiences have strengthened my ability to adapt to guest needs, preparing me for future roles in hotel management and F&B operations.
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