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1. [bookmark: _Toc199504626]Introduction 
At the Marriott Bournemouth, the food and beverage departments play a significant role in providing customer service that leads to customer satisfaction and increased revenue generation. Furthermore, I had the opportunity to work in the F&B department at Marriott Bournemouth, where things never stayed stagnant. Moreover, I had the opportunity to serve guests and staff across many outlets, interacting with them from different locations. Therefore, at the start of my placement, my main learning objectives were to develop better leadership and skills, to learn how to fulfil Marriott's high standards, and to enhance my adaptability and communication in busy work environments.
2. [bookmark: _Toc199504627]Role Reflection Using a Reflective Model: Gibbs Model 
2.1 [bookmark: _Toc199504628]Description
Task management focuses on how roles and responsibilities are coordinated and performed by workers in a hotel. Moreover, when hotels do not manage their tasks well, conflicts can arise, confusion is common, and services may be delayed. Additionally, the significance of leadership and favourable culture as well as cross-functional cooperation. Among the key enablers that the authors single out are psychological safety, agile mindsets, and digital skills. Moreover, to promote innovation, flexibility, and resilience among the members of digital projects, enabling organizations to navigate through the complex changes taking place in the technological environment as per (Gom et al., 2021). As a Food and Beverage Assistant, my main job was to greet visitors, process orders, serve meals and drinks, and ensure that the serving area remained organised. In contrast, I assisted with banqueting events, where getting everything right at the ideal moment was crucial. Furthermore, I observed team meetings and noticed the strategies employed by floor managers to keep the team coordinated and ensure that guests' needs were met
2.2 [bookmark: _Toc199504629]Feelings
According to Xiong et al. (2023), the pressure to impress and satisfy a big group of guests may often lead to anxiety and a nervous feeling. However, many individuals move from hiding negative emotions to being more open, which helps them feel more assured and emotionally stronger. At the beginning of my placement, I was both excited and a little nervous. Since Marriott is a recognised brand worldwide, I knew my performance needed to rise to those expectations. In the journey of learning, I was unsure how to address guest needs and communicate with my team lead, as I feared making errors. In contrast, once I was settled in and gained some assurance, talking to guests and co-workers did not feel so difficult anymore.
2.3 [bookmark: _Toc199504630]Evaluation
In the words of Duarte and Silva (2023), good communication within a company helps reduce employees’ thoughts of leaving by making them feel the organisation supports them and increases their satisfaction at work. Additionally, when employees receive support and information, they tend to be more satisfied and want to remain with the company. In my journey of learning, adequate supervision often involves clear communication and prompt problem-solving. The study by Kim et al. (2023) shows that having a transformational leader leads to positive outcomes for hotel service employees. Moreover, motivating and encouraging employees helps them become more content in their jobs, committed to the organisation, and perform well. A transformational leader boosts innovation, makes the team trustworthy, and increases engagement, which contributes to happier guests and good results in the hotel sector. 
Transformational leadership is capable of affecting psychological capital (PsyCap) and turnover intention of hotel employees as per (Guinan and Parise, 2019). Moreover, leader behaviors like inspiring vision, individualized consideration, and intellectual stimulation. In contrast, if there was a busy weekend, I prepared for delivery times and assigned staff to different roles to ensure guests were comfortable with the wait. In the beginning, hotels existed to give guests a place to sleep, meals, and a safe environment. Moreover, hotels formed orderly procedures for welcoming guests, checking them out, booking reservations, and providing services, which helped set the base for today’s hotel management. The Ability–Motivation–Opportunity (AMO) framework to understand why hotel employees in Romania decide to act in environmentally friendly ways at work. Limited interest in environmental protection and mainly external motivations dominate. Moreover, it indicates that making training better, encouraging healthy work habits, and promoting helpful HR practices can lead to greener behaviour among employees according to (Sibian and Ispas, 2021)
Moreover, recommends planning, managing, monitoring, and evaluating WBPL to be fully aligned with the higher education program (ASET, 2017). However, important terms state key principles in line with the UK Quality Code, and stress risk assessment, cooperation with industry partners, clear definitions of roles and learning aims, and well-organized communication at every step of a placement. Therefore, providing toolkits facilitates ongoing improvements and encourages people to share outstanding practices. Contradiction to this, the line stops and prevents people from complaining. In contrast, without proper communication during the morning shift, guests often waited for their meals for a long time and voiced that the food was not right. From these situations, I realised that handing out duties and staying in touch play a significant role in effective operations.
2.4 [bookmark: _Toc199504631]Analysis
According to Jena and Goyal (2022), managing emotions, accepting change, and being flexible in situations help people adapt with the help of Emotional Intelligence. Additionally, those with high EI are more skilled at solving problems, deciding what to do, and bringing out team members’ creative ideas. Moreover, emotional intelligence affects how employees stay silent despite active involvement from customers. Evidence points out that having higher emotional intelligence among employees leads them to join in creating benefits for customers, which in turn enhances service standards and improves things for the whole company. Furthermore, leaders who are skilled in EI do not panic under stress, feel empathy for others, and communicate well, which are important abilities for encouraging development. 
Emotional intelligence (EI) as a fundamentally important personal resource that determines the way the employees think and treat their working experiences as per (Sudiro et al., 2023). Moreover, High EI helps in the workplace through aiding communication, empathy and resolving conflicts. The study has placed EI as a source of influencing favourable work attitudes which in the end leads to better quality of work life. Moreover, importance of EI in the regulation of emotions and improvement of interpersonal relationships in the workplace
I have noticed that leadership, adaptability and emotional intelligence are essential skills. On the other hand, I realised that my calmness and excellent time management were my skills, but I had to improve my assertiveness when dealing with guests who wanted different services at the same time. However, this is supported by the literature, which often states that being a leader in hospitality means steering teams flexibly in times of rapid change. Therefore, at Marriott, I ensured they interacted well with guests by having extensive knowledge related to catering in the hotel. Moreover, demonstrating the value of soft skills enhances the brand's image 
2.5 [bookmark: _Toc199504632]Conclusion
Conclusively, through this reflection, I realised that simply having experience wasn’t as instructive as carefully observing and understanding the actions of others. Therefore, I learned how Marriott ensures good service and how problems may appear.
2.6 [bookmark: _Toc199504633]Action Plan 
	Development Area
	Action Step
	Timeline

	Leadership and Supervision
	Enrol in a certified hospitality leadership course online. 
	Within the next 6 months

	Communication in Team Settings
	Lead pre-shift briefings, when possible, during future placements.  
	During the subsequent work placement

	Ongoing Reflective Practice
	Maintain a reflective journal to track challenges and progress
	Weekly throughout the placement


Source: (Author)
3. [bookmark: _Toc199504634]Development Journey 
From where I started, my F&B placement at Marriott Bournemouth represents a significant step up from the Level 4 placement I completed at a small boutique hotel. Most of my tasks at that time involved clearing tables and restocking knives and forks. Moreover, although the boutique hotel's service was warm and cosy, it wasn't as fast or complex as the Marriott brand, which follows brand rules, relies on modern technology, and coordinates several departments. Furthermore, I had to be attentive and adapt quickly, provide precise service, and meet the company's high standards to perform my job well at Marriott. 
Therefore, I am taking on additional jobs and contributing to service delivery in meaningful ways. I appreciated that Marriott invested in its staff by providing thorough onboarding and consistently emphasising the importance of delivering top service. Furthermore, I considered how both operational training and service audits are vital in large organisations to maintain consistency.
Most of what I learned was through the Level 4 course, Food and Beverage Operations, which prepared me for practical work. I was able to join the team faster, learning about service sequences and setting up tables. I discovered that the skills I learned about menu planning and guest profiling in school were applied at events. After completing the Level 5 modules, I now understand the importance of sustainability in greater depth. Moreover, I found that Marriott's F&B team addresses food waste by clearly marking portions and controlling serving amounts. Therefore, I observed that they can improve by relying more on regional products and reducing the use of items that are often discarded after service. After reviewing a sustainability strategy at another property in Level 5, I began to explore ways Marriott could enhance its green policies in the F&B sector.
4. [bookmark: _Toc199504635]Service Improvement Proposal 
I noticed that guest service at breakfast was slow, especially for those visiting on the weekends. Numerous guests openly shared their concerns about it, while online comments also discussed the issue, and the problem was discussed among employees. Moreover, people enjoyed the breakfast buffet; however, when hot dishes ran low and tables weren't cleared quickly, guests had to wait a long time and became disappointed. My observations revealed that the team received limited support during the busiest breakfast periods. Employees had to manage several different tasks simultaneously, supplying drinks, maintaining the area's cleanliness, and serving, especially during the pandemic time duration. Because information was not clear between the kitchen and the front, guests often had to wait for refills.
4.1 [bookmark: _Toc199504636]Improvement plan
Assign a breakfast coordinator to manage all aspects of traffic, monitor the rate of table usage, and communicate with the kitchen as needed each morning. Furthermore, this system is consistent with research indicating that clear roles help enhance results and service. On the other hand, before meals, gather everyone for quick 10-minute huddles to ensure employees know what to look out for, which items are most frequently ordered, and who will be responsible for each task. Numerous studies suggest that utilising microlearning can enhance both retention and responsiveness in the hospitality industry. However, installing a QR code at every table for breakfast allows for instant feedback. In restaurants, QR code menus make it easy, efficient, and more environmentally friendly because they cut down on using paper and make updating the menu simple as per (Ozturkcan and Kitapci, 2023). QR codes offer a better experience to customers, give quick responses, and contribute to making the business more sustainable. Moreover, lasting change helps restaurants with their work and makes things simpler for customers. Also, the team would be able to make improvements on the spot, delight guests and lower the number of complaints received after guests check out. Therefore, following these steps would improve service speed and quality, and staff would feel better supported since their roles would be clearer and they would receive feedback more quickly.
5. [bookmark: _Toc199504637]Conclusion 
At Marriott Bournemouth, I have learned a great deal by engaging in honest work and reflecting on my performance and the actions of those around me. I reached my three goals: observing and assisting in leadership, learning more about Marriott's standards and handling situations in a demanding hospitality environment. Having completed the course, I am now better equipped in the F&B sector and hope to continue improving along my hospitality path.
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