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Section 1: Reflection on Experience and Personal Development Using Gibbs’ Reflective Cycle (1988)
Description
During my placement in the Mercure Hotel’s F&B department, I had the opportunity to shadow a supervisor. My role involved monitoring breakfast service, helping with event setups, and conducting inventory checks. In one instance, I was tasked with overseeing a large banquet event. A miscommunication occurred among the team members, resulting in delayed service and guest complaints. This scenario provided insight into the responsibilities of the supervisory role and highlighted the critical need for efficient communication in high-pressure environments.
Feelings
Initially, I felt anxious and overwhelmed by the demands of the role, particularly during high-stress moments. The situation made me question my ability to manage such responsibilities effectively. However, I also felt motivated to improve and contribute positively. By observing the supervisor’s composed handling of issues, I learned to manage my emotions and focus on solutions rather than the challenges.
Evaluation
The experience offered valuable hands-on learning and insight into managing a team and addressing guest concerns. Positive aspects included the opportunity to build practical skills in leadership and service management. However, I found it challenging to balance multiple responsibilities and meet guest expectations simultaneously. This highlighted areas where I needed to improve my decision-making and time management.
Analysis
Reflecting on this experience, I realised the importance of maintaining composure and clarity under pressure. According to Gibbs’ Reflective Cycle, evaluating both positive and negative aspects is key to effective reflection. The situation required not only technical skills but also a level of emotional resilience and adaptability (Zeithaml et al., 2018). I observed how the supervisor managed stress, which helped me understand the significance of leading by example and ensuring that the team is aligned with service expectations​.
Conclusion
The experience strengthened my understanding of supervisory responsibilities and emphasised the role of communication and adaptability. Moving forward, I aim to focus on improving my communication techniques and developing strategies to manage stress during challenging situations. This will enable me to respond more effectively to similar situations in the future.
Action Plan
To improve my supervisory capabilities, I will:
1. Attend training on conflict resolution to enhance my communication skills.
2. Practice time management through goal-setting and prioritisation exercises.
3. Engage in stress-management techniques, such as mindfulness, to build resilience.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Communication: Effective communication is vital for a seamless operation within the F&B department. During my placement, I observed that clear and concise communication from the supervisor significantly improved coordination, especially during large events. For example, when the supervisor clearly delegated tasks and provided immediate feedback, the team worked more efficiently. This reinforced my understanding that effective communication reduces errors and enhances team performance​.
Teamwork: Team cohesion is essential for meeting the high demands of guest service, particularly during peak times. My experience highlighted how a collaborative environment not only increased efficiency but also created a more supportive workplace culture. This understanding of teamwork aligns with hospitality best practices, which emphasise collective responsibility for guest satisfaction​.


Task Management: Task prioritisation and delegation are essential supervisory skills. Observing the supervisor's ability to manage multiple tasks taught me the importance of being proactive and organised. Using task management tools and setting SMART goals will help improve my efficiency in future roles.
Personal Skills: Attributes such as patience and empathy are fundamental in dealing with diverse guest needs. During one shift, I managed a guest complaint about a delayed room service order, where empathy helped resolve the issue amicably. This experience demonstrated the need for interpersonal skills to enhance guest satisfaction.
Section 3: Reflection on Organisational Issues
During my placement, I identified a gap in consistent training among staff, which led to variable service quality. This inconsistency affected the team’s performance and guest satisfaction, as new employees were often less confident in handling tasks independently. This training gap became apparent when different staff members managed guest inquiries in varied ways, sometimes causing confusion.
Impact
The lack of standardised training impacted the department's performance, as team members displayed different levels of proficiency. Guests noticed these differences, and complaints sometimes followed, highlighting the need for uniform service standards.
Possible Solutions
1. Standardised Training Program: Implementing a consistent training program can help ensure that all staff are aligned with service standards. This could include a training manual and regular workshops.
2. Continuous Professional Development: Offering development opportunities such as workshops and refresher courses would keep staff updated and reinforce essential skills.
3. Mentorship System: Pairing new employees with experienced staff could provide them with on-the-job support, helping them integrate more quickly.

Section 4: Future Action Plan
Based on my experience at Mercure Hotel Birmingham, I have developed the following action plan to enhance my skills and technical knowledge:
1. Communication Skills:
· Attend workshops on effective communication and conflict resolution.
· Practice active listening and articulate instructions clearly.
2. Teamwork Abilities:
· Engage in team-building exercises.
· Participate in team projects to gain collaborative experience.
3. Task Management Skills:
· Use time management techniques, such as setting SMART goals for tasks.
· Practice prioritising tasks during high-pressure situations.
4. Personal Skills Development:
· Develop emotional intelligence through empathy exercises.
· Seek feedback from peers and supervisors to identify areas for improvement.
5. Guest Service Knowledge:
· Participate in industry training sessions.
· Stay updated on best practices and hospitality trends.





Conclusion 
The shadowing experience at Mercure Hotel Birmingham has been an invaluable opportunity, offering a profound understanding of the operational demands and complexities in managing a dynamic Food and Beverage (F&B) department. It has deepened my appreciation for the critical role that work-based skills, technical knowledge, and effective management practices play in delivering a high standard of guest service.
Throughout my placement, I took part in essential operational tasks, including staff supervision, service standard oversight, guest complaint resolution, and inventory management. These experiences underscored the importance of clear communication, collaborative teamwork, and strategic task management. The ability to convey precise instructions, provide constructive feedback, and maintain professionalism with guests proved essential for ensuring smooth operations. Additionally, the challenges of managing multiple tasks and responding to difficult guest interactions highlighted my need to strengthen resilience, patience, and empathy.
My work with the POS system and menu updates further emphasised the value of technical knowledge in adapting to operational needs and improving efficiency. Addressing organisational issues, particularly around staff training, underscored how consistent training and professional development positively impact service quality. Proposed initiatives, such as a standardised training program and a mentorship system, highlighted practical solutions to foster a more confident and effective team.
This experience has reinforced my understanding of the broader implications of F&B management on guest satisfaction and overall business success. The skills and insights I have gained align with my personal and professional development goals, affirming the importance of experiential learning in hospitality.
Moving forward, my action plan centre’s on refining communication, enhancing teamwork, improving task management, and developing emotional intelligence. These improvements are designed to support my effectiveness in a supervisory role and align with my career aspirations in hospitality management.
In summary, this placement has effectively bridged theoretical knowledge and practical application, demonstrating the importance of ongoing personal and professional growth. The competencies and insights acquired will serve as a solid foundation for my future career, equipping me to make meaningful contributions to any organisation while upholding excellence in guest service standards and operational efficiency. I am committed to building on this experience to positively impact the hospitality sector.
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