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Introduction:
I am undertaking my placement at Holiday Inn Sunderland which belongs to the InterContinental Hotels Group (IHG) and delivers guest services including a restaurant, a bar and lounge, and a breakfast buffet. Food and Beverages are available to both leisure and business travellers who dine in the hotel, have deliveries to their rooms, or organise events in the conference area. Many kinds of foods are served in the kitchen, all focused on being fast, good, and friendly to various diets.
In this 10-week placement, I endeavoured to reach the following learning objectives:
· Leadership, communication problem-solving, and supervisory and operations skills in F&B must be developed and applied.
· Are aware of the integrated roles of front office, housekeeping, sales, finance, and engineering in supporting F&B performance.
· It also analyses what is a good management approach and how a good alliance of departments makes guests happy in that particular place.
[bookmark: _Toc198852812]Section 1: Role Reflection (Gibbs Reflective Cycle)
I used Gibbs’ Reflective Cycle from 1988, where there are six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.



Description
All through this placement, I gained experience in multiple departments. I was responsible for food and beverage service, handling guest orders, encouraging upselling, looking after complaints, setting up and closing the area daily, and keeping it hygienic. I was involved in food preparation, practising how to chop properly, use cooking methods, and be safe around different foods.
Apart from F&B, I also assisted with:
Front Office: Checking in and checking out guests, handling bookings, satisfying special requirements, and dealing with lost items.
Housekeeping: Cleaning rooms, keeping departments in touch, and maintaining the hotel’s standards.
Sales and Marketing are two areas within the organisation: Looking at approaches for organising events, increasing purchases, and promoting discounts.
Finance: Recording all daily cash daily, utilising Opera/Micros software, and being familiar with payroll and budgeting.
Safety: Helped do cheques on the HVAC, monitored the boilers, inspected lights in case of emergencies, and organised fire safety tests.
[bookmark: _Toc198852813]Feelings
My first instinct, I must admit, was to feel nervous because hotel operations are very much a multiskilling operation. While serving breakfast, it was hard for me to remember the technical terms and allergies on which I had to prepare. However, it took a lot of patience watching experienced supervisors and sitting in team briefings to develop the confidence to speak to guests and other team members.
[bookmark: _Toc198852814]Evaluation
I saw management act effectively while there was not enough staff for one particularly busy weekend. The supervisor kept her cool, reorganised tasks for the team, gave them a quick briefing, and sometimes helped in the kitchen. This way, services were easily delivered and guests were very happy. In contrast Poor communication between those in the kitchen and the service team led to delays in serving meals safely for allergies which could undermine guests’ trust. Looking at these situations, I realised that good leadership, teamwork, and communication are vital. People who lead with flexibility and take action early on tend to avoid service problems and boost team motivation.
[bookmark: _Toc198852815]Analysis
Task delegation is not a supervisory skill. They have to be known to have emotional intelligence, fast thinking, probably and have a grasp of the service standards (Walker, 2021). Under my strengths, I pointed out that I have good teamwork as well as guest interaction and I am also a fast learner. I did however find a few weaknesses in the ability to manage stress & assertiveness in driving demand for Guest Service and fast-paced services.
Succeeding F&B leaders predict service problems, respond rapidly, and offer real-time feedback (Vallen and Vallen, 2014). Over time, I showed signs of 'reflection in action' (Schön, 1983) in that my ability to reflect and improve mid-shift improved.
[bookmark: _Toc198852816]Action Plan:
Complete allergy and complaint handling training via IHG online learning.
· Schedule time each week to watch a supervisor handle disputes and see how they organise their time.
· Invite remarks and opinions about guest engagement from your peers.
· Attend all of the shift briefings to improve how you come across as a leader.
[bookmark: _Toc198852817]Section 2: Personal Development Journey:
As I move from Level 4 to Level 6, I have seen a big change in both what I do and where I do it. Currently, I am working in an up-to-date, mid-scale Holiday Inn Sunderland with a recognisable brand. My training for Level 4 was held at a small, independent hotel. There are big differences between these two settings in how they are organised, what services they offer, and what guests want. At the small independent hotel for Level 4, I was mostly responsible for setting the tables and getting food to the customers. 
There was a casual style and few set procedures within the environment. Unlike local hotels, Holiday Inn Sunderland as part of an international chain must follow all its guidelines, resulting in an increased degree of professionalism. While at Level 4, I just observed, at Level 6 I participated in making decisions and worked on daily problems. I followed only instructions during my time at Level 4. Presently, I join in on menu talks, manage room orders, and supervise cooperation with both the chefs and the bar team. My progress means I transitioned from a normal learner to an active part of the group. While working at Holiday Inn Sunderland, I’ve seen how real menu designs include guest opinions, recent market trends, costs, the menu items available in the kitchen, and much more.
[bookmark: _Toc198852818]Level 5 – Managing Hospitality and Tourism for Sustainability:
It showed how hospitality businesses address issues related to the environment and ethics. I once came across a case study of an eco-lodge that used zero waste in its kitchens and collected rainwater for harvesting. At that stage in my career, I believed these practices were peculiar to unique or rare brands. 
However, I have found here at Holiday Inn Sunderland that larger hotel chains are starting to include sustainable practises step by step. For instance:
· Digital menus are used to decrease our use of paper.
· Training in the kitchen teaches staff to use proper portions and cook large meals at the same time.
· The hotel's lighting is low-energy, the dishwashers are water efficient, and it is part of the IHG Green Engage program.
Even if these practices are not as detailed as those studied at the eco-lodge, they prove that branded, mid-scale hotels are implementing corporate sustainability strategies every day. This information has improved my sense of sustainable effort for major corporations. 
Additionally, the guest education learned during Level 5 is still applicable here. An example is guests being urged to keep the same towels for more than one day and forgo daily cleaning actions that reflect the industry’s interest in sustainability.
[bookmark: _Toc198852819]Section 3: Service Improvement Proposal:
[bookmark: _Toc198852820]Identified Area for Improvement: Complaint Handling in F&B Operations:
However, Holiday Inn Sunderland demonstrates good service consistency within pay periods and throughout the year; but the complaint handling in F&B department in peak service periods is something that needs to be improved. 
For example, sometimes staff will address issues such as incorrect orders, long wait times, or allergy-related errors but these things are not tended to formally and are never systematically followed up. Both guest satisfaction and operational learning can be undermined by this.
[bookmark: _Toc198852821]Justification Based on First-hand Observations and Conversations:
While I was on my placement, I saw an event when a vegetarian guest was served a non-vegetarian dish by accident due to a kitchen ticketing blunder. Even though the team immediately served a replacement meal and apologised, no official record was kept about the situation. I asked the supervisor and he told me that it was simply a question that 'is handled on the spot' unless the guest escalates, but nothing is ever examined or learned from it.
A Friday dinner rush was also to cause a group of guests to gripe about their long wait time for food. As compensation, they offered complimentary drinks, why again the recording of complaints and even feedback was not official? Conversations with collaborators showed this to be typical behaviour, including verbal resolutions without any record, just because the pressure of time and because there was no defined complaint management process.
Many of these firsthand experiences describe a reactive rather than proactive process of service recovery that does not allow the F&B team to analyse trends, improve processes or ultimately successfully deliver guest satisfaction.
[bookmark: _Toc198852822]Implement a Centralised Digital Complaint Log (DCL):
It is possible to use Opera or Micros or if a new system is needed, create a shared Excel document that everyone has access to. The log needs to cover the following:
· Details of the complaints
· Resolution method
· Staff involved
· Respond when follow-up is necessary
Rationale: According to Johnston et al, (2012), feedback systems play a crucial role in finding where the operations fall short and turning those findings into useful steps. When problems are tracked systematically, managers can notice them again and stop them from occurring.
Expected Impact:
It becomes simple to spot common error patterns (repeated allergy mistakes)
More team learning experiences and customised training.
[bookmark: _Toc198852823]Organise Monthly Training for Refreshing Complaint Resolution:
Schedule workshops each month to address complaints that will involve:
· Situations where a server misplaces an order or forgets to explain a menu item
· Various strategies for talking and non-talking communication
· Suggestions about setting fair pay.
· Examination of the newest complaints reported to the DCL.
Rationale:
In the words of Vallen and Vallen (2014), having trained staff increases their ability to handle situations which improves loyalty among guests and the overall rating they leave online.
Expected Impact:
· Greater staff confidence and a higher level of professionalism
· Dealing the same way with demanding situations, for example, allergic concerns and guest grievances
· A better sense of trust and the perception that nobody does it better
[bookmark: _Toc198852824]Start giving morning briefings to review the complaints filed:
Each shift, starting with the duty manager or F&B supervisor discussing any complaints takes about five minutes. The session has to:
· Summarise the important difficulties you’ve dealt with recently.
· Find out what the main problems are within your organisation.
· Use methods that prevent accidents.
· Invite your team to bring suggestions on how to grow the company.
Walker, (2021) says that pre-shift briefings help everyone start on the same page, exchange information, and follow brand standards when time is limited.
Expected Impact:
· Better real-time knowledge for all staff
· Minimises the chance of more problems in the future.
· Boosting the company’s F&B performance and familiarity with related technology
[bookmark: _Toc198852825]Enhancing F&B Performance Criteria and Technical Knowledge
Many IHG brand criteria and service standards are better met as a result of these initiatives, chiefly in the following fields:
	Performance Measure
	Enhanced Strategy

	Guest Satisfaction Index
	Proper handling of complaints results in better recovery of service and changes reviews after the guest’s stay.

	Allergy and Food Safety Compliance
	Refresher training helps ensure that staff stick to SOPs which decreases risks and delivery errors.
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In this 10-week placement, I experienced what it’s actually like to work in a hotel and how a hotel operates F&B-wise at Holiday Inn Sunderland.  My experience across different teams and practical interactions helped me improve my communication, leadership, and problem-solving skills. Also, the placement found that clear efforts to resolve early issues are important, as there is little formal plan for handling complaints. Both the company and the unions accepted digital logs, regular training sessions, and daily briefings as practical answers. Because of the experience, I experienced a shift from simply observing to taking action on my own and it taught me to emphasise team effort, be green, and improve myself to always offer excellent guest experiences.
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What Happened
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Evaulation: What was good or Bad


Analysis: Make sense of the situation


Conclusion: What have you learnt?


Action Plan: What are you going to do differently
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