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Section 1


This journal will reflect my experience working in the food and beverage department at Holiday Inn. This experience provided me the opportunity to apply my theoretical knowledge in a real working environment. Through my experience, I gained insight into the importance of aspects that contribute to the provision of quality services, which is critical in the hospitality business.  

I was able to form a positive working relationship with the food and beverage team by coordinating with the other staff members, I was able to ensure that we maintained a smooth service. This experience has enabled me to work with a diverse team and ensure I was able to prioritise my task roles and approach them quickly and efficiently. Based on my previous experience working in a restaurant, I understand the importance of teamwork to maintain efficient service.   For example, when a customer was finished with the food, I ensured that I was quick to clean the table and communicate with the other employees when the table had been cleaned so new customers could be seated.
 
Effective task management procedures ensure that employees have a clear understanding of their duties and they’re responsible for the objectives that the organisation strives to achieve. (Tarry 2022). Task management is critical in day-to-day operations especially during peak hours to ensure the productivity of staff. For example, the kitchen staff were able to focus on food preparation and the servers were able to attend to the customer's needs by, seating customers, taking orders, serving the food, and calculating the food bill whilst also ensuring that the tables were cleaned once the customers had completed their meal.


Section 2

This experience allowed me to understand the importance of work-related abilities and technical expertise when delivering guest services. 
 
This experience has taught me the value of effective communication, which is essential when meeting customer expectations. I provided customers with food and drinks service whilst working in an intense environment, I kept close communication with customers and other employees to maintain an efficient service. Further, I professionally communicated with customers when taking orders. By taking care of the specific customers', I was able to tailor the service that was specific to the individual needs. This was a key factor in providing good customer service, which was successfully reflected in the tips received by the consumers. 

I used my problem-solving skills to handle complaints and professionally make decisions and solve problems by assessing the situation, to satisfy the customer’s needs. My previous experience working in the food and beverage department at Marriott Hotel presented me with the opportunity to display creativity and problem-solving. Thus, utilising these skills, I was able to deal with disgruntled customers who were upset that the food was cold, I persuaded them that it was reasonable to pay for their consumed meals and drink.  Using my communication skills to empathise with customers, thus seeing things from their perspective. I was able to provide a solution that was suited to the restaurant and the customer by providing a discount. As a result, the customers were happy to pay. I was able to deliver a service suited to the customers, this is vital to fostering customer loyalty and for the company's long-term success. (Husni Et al. 2019).  This ensures the hotel maintains positive reviews on Tripadvisor and retains customer loyalty.

Section 3

One organisational issue that I had identified was the problem of understaffing. As a result, there was only one chef to accommodate the surge of consumers.   This resulted in longer wait times as the customer had to wait for their food to be prepared. Moreover, the arriving customers had to wait longer to be seated, due to the understaffing it took longer to remove tables and prepare for new guests. This can have a negative implication because dissatisfied customers may spread their poor experiences to others. This can have a great influence on the overall satisfaction of the guest experience and the likelihood of repeat visits to the hotel. Holiday could address this issue by investing in employee training and recruitment. Hiring more chefs with the right skills and qualifications can increase productivity in the workplace and increase the efficiency of the service.

Section 4

Before this placement, the objectives that I had set for myself was to use this opportunity to obtain as much knowledge from the experience to see what skills and knowledge are needed to run an efficient food service and how to exceed customer expectations. I have set this objective in correlation with my career goal of opening my restaurant. I have learnt how to multi-task and remain calm, this is essential to meet customers' needs.  I was able to fulfil many customers' requests at the same in addition to taking orders and delivering a variety of courses to more than one table. By developing this skill, I was able to focus on the most essential and urgent tasks and avoid unnecessary stress and confusion.  I have learnt that being able to multitask is essential to help run a smooth service and give the guests a positive experience. This can help me prepare for when I work in other fast-paced environments in the future. Overall, I have learnt that providing excellent customer service is essential for a successful food and beverage service.  One thing I would like to gain more knowledge from the kitchen chef about food preparation and plating. I would also like to have a greater understanding of food safety and the equipment that is involved in meeting the required hygiene standards.

In this section, I will be utilising Gibbs's reflection model to reflect on my experience. (Gibbs’ reflective cycle (1988). During this experience, I was working in front of house in the food and beverage department. Some of my roles included taking customer orders, serving food and drink, cleaning tables and working out the bill for customers. Through my experience, I was able to gain insight into food preparation by working with the kitchen staff. (He 2018).

During this placement, I felt confident due to my previous experience working in the restaurant, I was confident in my role. However, during peak hours I remember feeling stressed as I had to ensure service still remained smooth whilst meeting the customer demands. I had to manage multiple tables at the same time, while the kitchen staff were under pressure to complete orders on time. The positive element of this experience was being able to meet with the chefs and increase my understanding of food plating and presentation. (Sibson 2018).

 I was also able to obtain food hygiene training, I was able to use the modernised equipment and techniques the chef utilised to ensure the food was hygienic. This information I have obtained is very beneficial as this knowledge that I have obtained can be applied in the future as I want to open up my restaurant. However, one negative aspect of this experience was during peak hours, I was sometimes unable to bill the client as I could not always log in to the internal system of the hotel. This was a negative aspect as this caused a delay in the service and I was unproductive at that moment (Royds, 2010). Choi et al 2009, explored the problems associated with understaffing by stating that due to understaffing could potentially lead to increased service errors and can impact the success of a business.  

The reason this issue occurred was a result of understaffing, so adequate and efficient training could not be provided at all times, therefore, I was unable to learn thoroughly how to operate their technology billing system. 

 In conclusion from this experience, I have learnt that planning is important to ensure that a high standard of service is provided at all times and to ensure that I have an in-depth understanding of how the restaurant operations and technology works to avoid any future delays in service. My plan of action for the future would be to be more proactive and plan before service this will ensure that I remain organised. This will help to reduce any errors I make and ensure that I fully grasp any task I am assigned to ensure all customer needs are met.    
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