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Reflective Learning Log
[bookmark: _Toc188373098]Introduction
Ten weeks of placement at Novotel Milton Keynes gave me the opportunity to have first-hand experience in the Food and Beverage department through the understanding of the success factors that make it operational, managerial, and customer-service-oriented (Hashim et al., 2023). This placement was to be put through the day-to-day functions of a Food and Beverage operation in a luxury hotel, wherein I will get to shadow a supervisory role and exposed to multiple tasks that ensure high standards of service are met. This is not just about observing but taking part in the processes to get an all-rounded view of how the department works. The model describes six stages comprising descriptions, feelings, evaluation, analysis, conclusion and action plan (Sundgren et al., 2021). This framework will guide my reflection on shadowing a supervisory role, focusing on how this experience has contributed to my personal and professional development, particularly in terms of essential work-based skills and technical knowledge needed to maintain high guest service standards.
[bookmark: _Toc188373099]Description
The work experience placement included a supervisory role within the Food and Beverage section. Daily operations involved observing staff performance and interaction with guests. My initial days were used to follow experienced supervisors around, which allowed me to gain invaluable insight into the fine details of successful management in a high-end hospitality environment. I learned from them how a supervisor manages all the aspects in front and at the back and ensures that each aspect of the service is to the exact standards of the Novotel Milton Keynes (Sergeevna, 2024).
During busy periods, my role expanded to include actively assisting with service. This hands-on experience allowed me to interact with guests directly, thus offering opportunities for practicing and refining customer service skills. I was able to attend team meetings where staff would discuss daily goals, challenges, and strategies for enhancing the guest experience. This kind of collaborative environment nurtured a shared sense of responsibility and commitment to excellence among the team.
During my placement, I explored many areas within the department for menu planning and inventory management. Examples of such are the selection of dishes according to seasonal ingredients and the guests' preferences, enhancement of culinary creativity considering market trends. Besides, I was able to work out inventory control: managing the stocks ensures that the kitchen is adequately supplied without overstocking and running out of essentials. This experience also pointed out the interdependence of different functions within the department and how they come together to provide service to guests (Boussard, 2021).
[bookmark: _Toc188373100]Feelings
Although the high pace of the environment and the high service quality expectations of the guests initially overwhelmed me, in the Novotel Milton Keynes, little by little I get used to operations and gained enough confidence to learn more. My initial apprehension was really taken to an intense degree due to the reputation of Novotel Milton Keynes for perfection, creating much pressure inside my mind to try harder. As I learned the rhythm of service, anxiety flowed into enthusiasm. The friendly nature of the staff in the supervisory position made me appreciated and encouraged me to put in constructive contributions to the team. The willingness from their end to mentor and share experiences created a very friendly atmosphere where I did not feel out of place asking for questions or seeking help on anything. This comradeship was essentially instrumental in bringing up my confidence level to be more initiatory during services and interact more openly with guests. Ultimately, my feelings changed from uncertainty to overwhelming appreciation for the spirit of cooperation within the team and further reassured me in my career choice in the field of hospitality..
[bookmark: _Toc188373101]Evaluation
Thereafter, during my placement, I highlighted some of the key skills:
[bookmark: _Toc188373102]Communication
This was the key to success, not only in issuing orders but also in creating a good atmosphere within the team. I observed how clear and concise communication among staff led to seamless service for guests.
[bookmark: _Toc188373103]Teamwork
It was then realized that collaboration plays an important role, for it was through cohesiveness among the staff that work output was realized. This is especially so during the peak hours of service when team members relied on one another to manage the tasks at hand.
[bookmark: _Toc188373104]Task Management
I learned how to prioritize tasks under pressure. The supervisory staff showed me how to observe a good division of responsibilities so as not to have single aspects of the service compromised for others.
[bookmark: _Toc188373105]Guest Service
The Novotel Milton Keynes emphasis on personalized service made me realize how important it is to anticipate guest needs. I have many times seen the extent to which staff will go to make a guest's experience unforgettable, reinforcing to me the importance of guest satisfaction.
[bookmark: _Toc188373106]Analysis
These skills thus have been developed through reflection, and I feel that my academic journey from Level 4 to Level 6 has been very instrumental in shaping my understanding of these areas. In this regard, theoretical knowledge which was obtained from previous studies (Dalton and Yoo, 2021; Buhalis and Chan, 2023; Şanlıöz-Özgen and Kozak, 2023) formed the basis during my placement within the organization where practical application occurred. For example, lessons on customer relationship management were put into practice when I was engaging with the guests, whereby I was able to anticipate the needs and react proactively.
Some of the organizational issues I encountered were staff shortages, especially during peak hours. It did affect service delivery and longer waiting for guests, heightened stress levels among the staff. The management of the hotel did temporary measures such as calling for extra staff, but it did not resolve the root issue. Analysing this problem, I could reflect upon several concepts of human resource management. The Resource-Based View in the work of Khanra, et al., (2022) explains that the optimization of available human resources will guarantee a competitive advantage to the organizations. Here, an appropriate staffing policy can be adopted at the Novotel Milton Keynes including cross-training employees to take on multiple roles in the peak periods.
[bookmark: _Toc188373107]Proposed Solutions
[bookmark: _Toc188373108]Proactive Staffing Strategy
It is very important that the hotel periodically tracks the peak time of services and arranges staffing accordingly. It can make use of predictive analytics by studying past patterns to anticipate how busy it will be (Hermans et al., 2023).
[bookmark: _Toc188373109]Cross-training of employees
This would involve implementing a cross-training program where employees can learn multiple roles, thus enhancing flexibility and response during periods of high demand (Nalls, 2021).
[bookmark: _Toc188373110]Staff Feedback Mechanism
An avenue to be given to the staff for giving their views on operational challenges may provide a solution and improve employee engagement (Redfern, 2021).
[bookmark: _Toc188373111]Conclusion
This placement experience has vastly enhanced my ability to understand operational dynamics within the Food and Beverage section. I also realize the important role of effective communication, teamwork, task management, and offering superior standards of guest service to accomplish high standards in this area. My exposure to the real world meant that I applied theoretical knowledge in developing practical skills necessary for a future career within hospitality.
[bookmark: _Toc188373112]Action Plan
In the future, I will develop the skills gained during my placement. I will seek opportunities for work experience in other contexts of hospitality to come up with deep insight into operational challenges. I also read some academic literature on hospitality management in order to reinforce conceptual knowledge and update myself with recent trends in the industry. In summary, this placement has not only contributed to my personal growth but also equipped me with valuable insights that will inform my future professional practice within the hospitality industry. The lessons learned will guide my approach to service excellence, teamwork, and leadership in my career.
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