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Hilton Garden Inn Racecourse, Doncaster, has a dynamic Food & Beverage operation which serves a wide cross section of customers, including hotel guests and racecourse visitors (Hilton Garden Inn, 2024). During my placement, I paid attention to the part of the restaurant area characterised by the high quality of service standards and attention to detail, as well as rapid adjustment to the guest demand (especially during peak times). This environment is an ideal setting where core hospitality skills are developed crucial for being able to run successful F&B operations.
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Concrete Experience
While on placement in the restaurant area I was able to hone key skills through a number of direct tasks. For example, I had to polish cutlery before an event and it is simply about cutlery, but it’s so precise that you have to pay attention. Keeping each piece spotless amplified me to the importance of tiny details in general making a difference in complete showing and visitor wellbeing (Kwol et al., 2020). I also helped out in the kitchen during the busiest hours, and these hours required adaptability and rapid reaction to dynamic requirements: I might suddenly be needed to fill an order at the last minute or to make a substitution. Finally, while working with customers, a number of difficult interactions came about during complaints about waiting times. Over the years, these have been the type of situations that made me test my customer service skills, and worked with empathy and professionalism, working to fix the guest concern.
Reflective Observation
Looking back at these tasks, I see how each one had its own problems. At first, they made cutlery polishing seem repetitive, but soon I appreciated the rigid high standards expected in everything- even the smallest. On the fast-paced side of the kitchen it all made it overwhelming when I had many requests to do within time pressure. However, I discovered that it made all the difference that I could adapt and remain calm. I found it daunting at first, because I was worried that I was going to say the wrong thing when having to deal with difficult customer interactions. But by making sure that we are listening to guests and seeing what their concerns are, and getting on their side, a lot of those things can be de-escalated. According to Wang et al. (2021) attention to detail, adaptability and conflict resolution really helps not only in running operations smoothly, but also helps make sure guests have a good experience.
Abstract Conceptualization
Through the use of hospitality theories, I can analyse those experiences and understand their value well. However, small oversights in service standards attention to detail are fundamental as they can have an impact on guest perceptions (Demydyuk, 2024). Adaptability in the high-pressure environment is in line with theories on flexibility in hospitality proving that employees must be able to react fast in the wake of dynamic guest needs (Anning-Dorson and Nyamekye, 2020). It also adds to the idea that guest emotions can be invaluable in offering great service quality if we understand and respond to them (Lajante et al., 2022). These theories backed my placement experiences, they have taught me how important these skills are in effective F&B management.
Active Experimentation
And I’ll utilise these insights to move forward and grow my skills in the F&B industry. I wish to establish a habit of double checking a task, especially for any big events where any misstep translates to a loss of guest satisfaction. Regarding my adaptability, I want to search for more exposure in fast paced environments to be able to get practice with calmness and organisation while trying under the pressure. Regarding customer service, I plan to practise some role-playing exercises among co-workers to apply what I’ve learned on how to resolve those types of conflicts, also to keep a cool and sympathetic face to dissatisfied guests. I found that these reflections have shaped my approach to F&B management, from preparing me to deal with all kinds of operational challenges to keeping our eye on the guest as the primary focus of what we do.
[bookmark: _heading=h.3znysh7]Reflection on Organisational Issues
Concrete Experience and Reflective Observation
During my placement, I observed a recurring organisational issue, which was a shortage of trained staff during peak hours owing to holiday requests. According to Wen et al. (2020) shortage of staff leads to longer wait times and bad guest experience. Having the luxury of seeing first-hand the effect of this shortage, I hated that sometimes it blocked us from quickly and timely providing attentive service. What we found in 2019 however, is it was quite evident that the lack of properly trained staff hindered more than just speed of service but also the quality of guest interaction, as staff is too busy to really engage with guests.
Abstract Conceptualization and Active Experimentation
In line with resource management theories, it is assumed that there will be a staffing shortage, since a sufficient number of staff guest relations should be kept (Ghani et al., 2022). If this is the issue, cross training employees, possibly so they can fill in various roles during peak time, will increase efficiency and decrease delays (Hu, 2020). One other possible solution may be a strategic way of scheduling and using predictive scheduling tools to predict high demand hours. These changes can ensure that guests, as well as staff, will profit from an improved, more organised and responsive service environment, which in turn improves guest experience (Thakur, 2024). These strategies would not only increase service quality they would also relieve stress on employees leading to a more supportive workplace.
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Being at the Hilton Garden Inn Racecourse helped me see how many core skills in Food and Beverage management are crucial; attention to detail, adaptable to change and resolving conflicts. They said there was no substitute for dealing with people directly, managing tasks under pressure and being able to see what organisational challenges are and how to combat them.
Once I have built on those insights, I am going to continue practising to refine my customer service techniques especially by further practise of managing challenging interactions calmly and empathetically. I will also try to create opportunities to grow, becoming more adaptable in the fast-moving environment through seeking jobs or specifics that need rapid response and flexibility. Also, I want to study more about scheduling and resource management to more understand its relation to service quality.
It has served as a catalyst to become a hospitality manager. I have learnt from it, the practicalities of an F&B manager’s job and how the value of having technical knowledge and having excellent interpersonal skills. I think having the foundation of this, I feel I’ve got a solid basis to move forward working in hospitality, ultimately leading me to where I want to get, as a skilled guest focused F&B manager.
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