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Part 1 

 INTRODUCTION 

   The hospitality business makes a significant contribution to the overall pleasure of customers and the entire experience that guests have. Both the generation of revenue and the retention of guests are heavily impacted by the bar department, which is an integral component of the food and beverage service offered by a hotel. Within the context of a placement at the bar department of the Morgan Hotel Swansea, this assignment investigates the primary tasks, skills, and learning outcomes that are anticipated to be achieved. You will have the opportunity to gain an understanding of the operational, management, and customer service aspects of the pub sector through the placement, which will provide an intensive learning experience.
    According to John and Suzanne (2020) food and drink service is the most important link between customers and a business's menu, drinks, and other services. The server is an important part of a noble job that is becoming more respected across the country and around the world. Food and beverage service workers need to know a lot about the products they serve, get along with others well, have a variety of technical skills, and be able to work with others. People who work in food and beverage service can take their skills and knowledge to other places, industries, and even other countries.
    According to Cousins John (2022), a beverage includes all drinks, whether they are acidic or not. The term "alcoholic beverage" refers to liquors, cocktails, beer, cider, and wines. Mineral water, juice, still water, tea, coffee, and hot chocolate are all non-alcoholic drinks. 
   The hospitality industry, which includes restaurants, bars, and other establishments, is more competitive.( Tremblay ,  Fabrice 2022)
    There are three different kinds of bars at the Morgan Hotel: the atrium bar, the champagne bar and the breakfast bar. The most important thing I learnt during my internship at the bar was that communication with customers is of the utmost importance. Additionally, I realised that the cleanliness of the bar and the drinks that are being served require special attention
    All beverages, and cocktails in particular, need to be very well presented to make a good impression on the guest. As a result of the fact that the bar also serves peanuts, chips, and a variety of cakes, we are required to pay a great deal of attention to allergies. Asking customers if they have any allergies is something that should be done. A disaster can be brought on by an unknown allergy.
   The importance of safeguarding the health and safety of guests who suffer from allergies is the primary motivation behind the focus on these guests. The well-being of our guests is our top priority as responsible hosts and service providers, and we must make certain that the food, drinks, and other amenities that we provide are safe for all individuals, including those who suffer from allergies. (Norton, Andrew, 2024).
    During my placement, I had the opportunity to gain a great deal of knowledge from the staff, and I will be using the Gibbs module to describe my experience working in the bar.
   The Gibbs model is one of the most well-known variations of the cycle model of reflection, which guides you through six stages of investigating an experience: describing it, feeling it, evaluating it, analysing it, coming to a decision about it, and planning action.

1. Description 

    When a guest ordered a drink during my time working in the bar area at the Morgan Hotel, I ran into a problem. It was hard for me to hear what the guest wanted to say because he spoke with a Welsh accent. The bar wasn't very busy, so things weren't too difficult. I asked him twice what he wanted, but I couldn't help him because of the language problem. The guest just smiled, and I felt bad that I didn't understand him. Another staff member came to help me, talked to the guest, and fixed the problem. Because English is not my native language, some words are hard to understand, but in future I will fix this.

2. Feelings 

    Feelings are an important part of our daily lives and often define what it means to be human.(Cherry ,Kendra 2022)
    After a while, I started to feel prepared to help customers. But my feelings of embarrassment and frustration intensified when I realised I was unable to understand the visitor. The guest's potential discomfort or unhappiness because of the language barrier was my biggest concern.
   Feeling both relieved and disappointed in myself for not handling it better, my colleague stepped in to assist.

3. Evaluation 

   Positive aspects:
Despite the challenge, I maintained my patience and professionalism.
I asked him two times and tried to understand what he wanted. 
My colleague's intervention helped resolve the problem, demonstrating the value of teamwork.

   Negative aspects:
I felt unprepared to deal with guests due to my language barrier. 
The delay in service may have affected guest satisfaction.
I did not consider alternative solutions quickly enough, such as using a translation app.

4. Analysis 
   Problems with language are significant because they can hinder effective communication and relationships with others. People can get confused, which can lead to arguments, anger, violence, hurt feelings, and a waste of time, effort, money, and lives.
   My inexperience in dealing with language barriers was one of the challenges. Although simple words and gestures were helpful, it would have been better to use a digital translation tool or to have a basic understanding of familiar phrases in various languages.
   The circumstance also illustrated how crucial teamwork is. Despite the initial challenge, my colleague's quick thinking and proficiency in the guest's language made sure the visitor had a good time.

5. Conclusion 
   The lessons I took away from this experience taught me that language barriers can be a significant obstacle in the field of guest service, but that they can be overcome with the application of the appropriate strategies. I also realised that it is essential to maintain composure and look for alternative solutions rather than allowing myself to feel overwhelmed.
   Additionally, I understood the value of diversity within the team, as having staff members who can assist you at any time is a significant advantage in the hospitality industry.

6. Action plan

    Making an action plan is better than just making a list of things to do or using a calendar or diary to schedule work because it has more benefits. It gives you a chance to think, and it makes the goal clearer. It brings people together, makes deadlines clear, and figures out how to measure success. 
   There should be a clear due date for each action in an action plan. (The Open University,2017).
After this situation, I decided to improve my language skills.
· Improve basic language skills: I should become familiar with common phrases in the languages most frequently spoken by guests, such as greetings, drink names, and payment-related terms. If I use a translation app and an online course for a month, I will start to improve my language skills.
· Use technology: download translation apps and use them before starting my shift 
· Seek support from multilingual colleagues: start immediately to create connections with colleagues and ask for help when I need it.
· Participate in a communication training: make an online hospitality course or hotel training.
· Remain calm and professional under pressure: learn from colleagues or hotel training stress management techniques (such as staying patient and practising deep breathing) when facing communication challenges.
   I believe that by implementing these strategies, I will ensure a better experience for international guests at the Morgan Hotel bar, as well as enhance interactions with guests, reduce service delays, and improve wait times.


CONCLUSION 

   After all that happened during the bar placement, I realised that to be successful as a bartender, you need to be very good at managing your time. There are a lot of things that need to be done, and sometimes you must handle everything by yourself, which can be hard if you don't know how to organise things. 
   I learnt how to make drinks, deal with customers, follow hygiene rules, and how important it is to work together to give guests a good experience. One of the most challenging aspects I had to overcome was the language barrier, which initially made it difficult to communicate with some guests. It took some time and help from coworkers, but I was able to get past this and improve the service.
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Part 4

Reflection on hotel and academic  tutor feedback 

This reflection analyses my hotel mentor and academic tutor's feedback on my F&B performance during my placement. This section examines their observations, how they affect my performance, and areas for improvement. Learning requires feedback to identify strengths, address weaknesses, and guide personal and professional growth. By reflecting on this feedback, I hope to improve my skills, self-awareness, and hospitality career preparation.

Understanding the feedback 
My hotel mentor and academic tutor gave me constructive feedback during my F&B placement. This feedback helped me see what I'm doing well and what I need to work on.
They complimented my menu knowledge, allergen knowledge, and service standards. The feedback showed that I followed processes, applied my training, and met customer expectations. I delivered drinks quickly and provided a positive guest experience by being polite, engaging, and helpful. Both my tutor and mentor told me how responsible I am and how well I can manage my time. I showed up on time for all scheduled shifts and meetings and let both parties know ahead of time if personal issues made it impossible for me to work. I also rescheduled shifts I missed, which showed that I was responsible and dedicated.
People also said nice things about my communication skills. I treated the hotel staff, my classmates, and my tutor with respect and in the right way. Most of the time, my emails were clear and to the point, and I was easy to talk to. But I also got feedback that said I could improve my confidence and professionalism in communication, especially when I wrote emails and talked to guests. One important thing that was pointed out as something I could do better was being more flexible during busy times. Even though I did my main tasks and was reliable, I wasn't always available during busy times, which made it harder for me to learn.

 Impact of the feedback 

The feedback has changed my perspective on personal and professional growth. It has helped me recognise my strengths, such as punctuality, professionalism, and procedure. These qualities are crucial in hospitality and have prepared me well.
Above all, the feedback showed me where I can improve. In high-pressure, real-time service situations, flexibility and initiative are crucial, as reliability alone is insufficient. In hospitality, responding quickly, taking ownership, and supporting the team during busy times are essential.
Communication comments also made me think about my professional image. I've learnt that improving my verbal and written communication especially in English is crucial to succeeding in the industry. When talking to team or guests, politeness, clarity, tone, and assertiveness are crucial.
I can say now I'm motivated to set clear improvement goals and take more responsibility for my growth.

Action steps to grow

The following option will maximise this feedback and help me develop. 
1. Be more available and flexible :
In future placements or jobs, I will schedule my time to be available during peak hours, weekends, evenings, and busy service times. Being present during these times will give me experience and demonstrate my teamwork.
2. Improve my communication: 
Professional emails with formal language, greetings will be my goal. I will start using language tools to improve fluency and vocabulary will help me speak English more confidently, especially with guests.
3. Take more initiative 
I will help my team by resetting tables, checking on guests, or helping in other areas after my main tasks are done, rather than waiting for instructions. I will try to also anticipate needs and help during quiet periods or when colleagues are stressed.

4. Build my confidence 
I will actively seek out challenging opportunities because I believe confidence comes with experience. I will push myself outside my comfort zone to build resilience and independence by leading a small task, asking for feedback after a shift, or volunteering for a new responsibility.
5. Regularly think about things and ask for feedback
From now on, I'm going to keep a simple journal every week to write down what went well, what I had trouble with, and what I want to change. I'll also regularly ask my bosses or coworkers for short pieces of feedback. This will help me keep track of my progress and return to my goals.

Conclusion 

Due to the feedback, I received, I was able to gain a better understanding of my performance from a variety of angles. This placement in the Food and Beverage department has been an extremely beneficial learning experience. The fact that I am professional, dependable, and respectful is something that I am very proud of, and I am aware that these are all qualities that are valuable to bring into any hospitality role.
Additionally, the feedback has demonstrated to me that in order to advance further in my career, I need to be more flexible, take the initiative, and communicate with a higher level of self-assurance. In the workplace, these are not merely technical skills; rather, they are professional behaviours that leave an indelible mark on customers.

I am confident that I will be able to be a more effective and well-rounded hospitality professional if I work on increasing my flexibility, improving my communication skills, and pushing myself to take more initiative. The act of reflecting has not only assisted me in establishing distinct objectives, but it has also inspired me to take responsibility for my own growth, not only during my internships but also throughout my entire career.
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Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? *

Excellent.

Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? *

Excellent.

Use of hotel systems and technology: Did the student demonstrate proficiency in understanding/using reservation and billing
systems? *

Yes | agree.

Overall Feedback: Please provide specific feedback on the student's performance i the Reception department. *

Adriana s a pleasure to work with. | would reccomend her to any employer.

Summary of Observa

This section aims to consolidate feedback from operational departments provided in previous sections, focusing on the student's skill development
over the 12-week placement.




image5.jpeg
Skills Matrix

Guidance: Please use the descriptors of competence across the skill areas as provided below to inform your evaluation of the
student’s performance during their time on placement. *
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Unsatisfactory Satisfactory Good Very Good Excellent

Employability
Would you
consider
employing
them within
one of your
hotel
departments

Professional Mentor Statement *

How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a
comprehensive and constructive evaluation that supports their reflection and personal development.

Excellent standard of work and behaviour

The feedback was completed to the best of my knowledge providing a true and reflective overview of the student's
placement at the Hotel. *

I Agree

Full name *

Kate Bowen

Position in the Hotel *

Manager

Date *

11/04/2025
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Tutor Feedback

Student Name: Adriana Ghiocel-loaniciu

Student ID: 2127376

Time Management

Adriana demonstrated a responsible approach to time management during the
placement. They attended all scheduled shifts as agreed, and when personal
circumstances required them to cancel a shift, they took the initiative to inform both
the hotel and the tutor promptly. Furthermore, Adriana proactively rescheduled shifts
when necessary, showing responsibility and commitment to their placement.

Adriana also consistently attended all one-to-one meetings with the tutor, arriving on
time, which reflected their dedication to their personal development and the learning
process. Adriana came well-prepared to these meetings, bringing along assignment
drafts and questions to discuss.

There is an opportunity for growth in terms of overall commitment, particularly when it
comes to availability during key operational hours. While personal commitments are
understandably a factor, a bit more flexibility in availability would have provided
valuable exposure to the daily operations, enriching the overall learning experience. In
future professional settings, finding a better balance between personal obligations and
work demands will be essential, especially in dynamic environments like hospitality,
where adaptability and being present during peak times are crucial for success.

Adopting a more proactive approach to managing their schedule and seeking out
additional opportunities to engage more deeply with the placement would enable
Adriana to fully benefit from the experience.

Communication

Adriana’s communication throughout the placement was effective and demonstrated
a solid foundation, with room for further refinement in professionalism and clarity. They
made a clear effort to engage with both hotel staff and the tutor, and their written
communication, particularly via email, was generally clear and direct.

Verbal communication was consistently respectful and appropriately toned, which
contributed to maintaining positive and productive interactions with staff, peers and
the tutor. Adriana was polite, approachable and receptive in conversations, fostering a
cooperative environment.

As Adriana continues to develop professionally, building confidence in both written
(email etiquette) and verbal communication will be key. Strengthening these skills
further will enhance their ability to interact effectively and professionally in future
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settings, while also helping to build stronger working relationships and convey a more
polished and confident presence overall.

Behaviour

Adriana maintained a consistently respectful and professional attitude throughout the
placement, interacting courteously with staff, peers and the tutor. Their conduct was
exemplary, and they adhered to workplace expectations, which helped them establish
a solid foundation within the team and placement environment.

Throughout the placement, Adriana’s attitude was positive and respectful, and the
hotel commended Adriana’s proactive approach. They demonstrated a healthy level of
enthusiasm, particularly when engaging with tasks or responsibilities, and were always
polite and approachable in interactions with staff, peers and the tutor. Adriana's ability
to collaborate effectively with others was evident, as they were open to feedback and
worked well within the team. Their respectfulness and reliability were standout
qualities, making them a trusted and valued member of the hotel.

Looking forward, continuing to embrace these positive traits, along with taking more
initiative for more flexible shift patterns, will help Adriana thrive in future professional
settings.

Problem-Solving

Adriana has demonstrated a positive approach to problem-solving throughout the
placement. When faced with challenges or unexpected situations, they maintained a
calm and thoughtful approach, taking the time to assess the situation and seek
guidance when necessary. This reflects their strong sense of responsibility and
willingness to ensure things were handled appropriately.

In terms of securing their placement, Adriana approached the process with a positive
attitude and was proactive in communicating with the necessary parties, such as
providing their CV upon request.

For Adriana, continued development of self-confidence will support stronger
communication, more independent decision-making, and a greater ability to take
ownership of tasks. Building this confidence (e.g. guest interactions, communication
in English) through reflection, practice and positive reinforcement will be a key step in
preparing for future professional environments where initiative and presence make a
lasting impression.
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Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler

Date: 24" April 2025
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View results

Respondent
05:14

3 Anonymous
Time to complete

Student Name and Number *

Adriana Ghiocel-loaniciu

Placement Hotel *

Morgans Hotels

Did the Student complete the required hours of 16h per week? *

Yes

Food and Beverage Operations

Please provide detailed feedback based on the student's Food and Beverage experience at the Hotel.

Knowledge of menu and service standards: Did the student demonstrate an understanding of menu items, allergies, and

service etiquette? *
Yes | agree.
Speed and efficiency in service: Was the student able to deliver food and drinks promptly and correctly? *

Yes | agree.

Ability to upsell and engage with guests: Did the student actively promote menu items and create a positive guest experience?

Yes | agree.
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lease provide specific feedback on the student's performance in the Food and Beverage

Food and Beverage Feedback:
department. *

Adriana did very well Listened and engaged with the team and customers and followed process

Operating Hotel Facilities : Including Housekeeping, Maintenance, Events, Leisure Club.

Please provide detailed feedback based on the student's Housekeeping, Maintenance, Events, Leisure Club experience at the Hotel. include one or

more department as relevant)

Did the student follow cleaning protocols and/or maintain high attention to detail

Cleanliness and/or attention to detail
standards? *

Yes | agree.

Time management and efficiency: Was the student able to complete Housekeeping, Maintenance, Events or Leisure Club tasks

within the allocated time? *

Yes | agree.

Interaction with guests and handling special requests: Did the student show professionalism when dealing with guest requests

or complaints? *

Yes | agree.

Overall Feedback: Please provide specific feedback on the student's performance in the Housekeeping, Maintenance,

Meeting/Events or Leisure club departments as relevant. *

Adriana did very well Listened and engaged well and followed process.

Hotel Administration and Front Office

Please provide detailed feedback based on the student's Front office (reception) experience at the Hotel

Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? *

Excellent.

Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? *

Excellent.




