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[bookmark: _Toc200567514]Introduction 
I had an opportunity to work at Novotel Birmingham Airport in the Food and Beverage department. After being assigned to this department, I had to maintain a sign-in and out timesheet, but no formal rotational duty was required to follow. During my placement, I hoped to achieve three objectives -
· Developing problem-solving skills. 
· Identifying my strengths and weaknesses. 
· Develop leadership and decision-making skills. 
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I have chosen Gibbs' reflective model to explain my role during placement at the respective workplace. The model is useful as it divides the experience into six stages (Hashim et al., 2023). During my placement, I was assigned to work in the food and beverage section at Novotel Birmingham Airport.
Description
In order to perform my duty in this specific section, I was required to have and develop a few skills, such as fluent communication skills, since I had to communicate with my team members continuously and customers. Besides, it is needed to adopt leadership skills because sometimes difficult situations develop that require proper management and enthusiasm to influence co-workers to perform their duties efficiently and flawlessly (Cummings et al., 2021). During rush hour, customers required fast delivery of their products, and I had to nurture my problem-solving and decision-making skills. Consequently, these skills helped me to overcome many critical situations and helped to achieve my objectives. 
Feelings
Initially, I was quite nervous and confused before my placement in that respective department. I thought I was never going to be successful in achieving my targets and objectives. However, during my placement, I gradually understood my role and gained the confidence to accomplish my objectives properly. My fellow workers were quite helpful and supportive. Moreover, I played the role of a supervisor, which helped to understand the importance of overseeing and coordinating operations regularly. They perpetually encouraged me and admired my pre-existing skills. They thought my skills and learning outcome would help me in future to achieve better placement.
Evaluation
The major benefit of engaging with the food and beverage department in that respective workplace is that it helped me to understand the hospitality business. There is no doubt that people tend to visit this department while travelling, and there is always a rush. Therefore, patience and perseverance are necessary to work in this department effortlessly. During my placement, I received compliments from people, especially from my fellow workers and the head of the department, which eventually helped to keep me motivated towards my service and objectives. My role was not only to supervise and observe the function and operation of the department but also to ensure cent per cent satisfaction of the internal and external stakeholders. For example, service providers at the front desk in that particular department might get monotonous and tired because of their long-term commitment to the customer (Saiyed et al., 2024). However, I broke up big goals into a series of small goals that developed a frequent sense of achievement among the workers and reduced work pressure equally.
Another example I would like to share that I experienced during my placement is the sense of having effective communication skills. Many clients and workers tend to have less conflict because of the presence of an effective communication strategy (Sulastri, 2023). Being a supervisor of that department, I tried to listen to the complaints of the workers and tried to make effective decisions to resolve the issue. Effective listening practice and resolving issues helped to implement my decision-making and problem-solving skills, followed by ensuing job satisfaction. 
Analysis
This placement experience helped me to recognise my strengths and weaknesses. I have a strong sense of problem-solving and quick decision-making skills, which are my strength. However, I tend to have less confidence, which affected my leadership skills slightly and can be considered my weakness. However, my overall experience was satisfactory because I considered this placement opportunity as my learning period and in future, I will brush up on my skills for applying to resolve real-world issues. 
Conclusion 
I learned to grow confidence, and with proper guidance, I can work effortlessly. I gained many skills and knowledge, such as developing self-esteem, confidence, patience, customer and job satisfaction, managing work-related issues strategically and so on. I barely received any guidance from my senior supervisor, and whatever I learned from this experience was all by me. Hence, minimum guidance would have helped me to perform my duties properly and made a huge difference in the outcomes. 
Action plan
	S
	Specific 
	Developing confidence
	Developing leadership 

	M
	Measurable 
	Focusing on strength 
	Acknowledging accomplishment 

	A
	Attainable
	Setting realistic goals 
	Celebrating fragmented achievements 

	R
	Relevant 
	Embracing failure as a necessary part of learning and growth
	Practising active listening 

	T
	Time-based
	5 to 6 months 
	2 to 3 months 


Table 1: Action plan
[bookmark: _Toc199953390][bookmark: _Toc200567516]Placement Performance & Guest Service Analysis 
During my management & organisational behaviour (Level 5), I felt the necessity to have leadership skills because it helped in performing guest service operations uninterruptedly. I believe that my leadership approach helped others to get motivated, which ultimately created an optimal impact on the department. Different forms of leadership approaches are there, such as autocratic, democratic and so on. I felt that a democratic leadership approach helped to meet the needs of the workforce. According to Susanto et al. (2023), cultural and contextual context influence in shaping the effectiveness of leadership approaches. Furthermore, the standard of the industry was alignedl with the Food Safety Act of 1990, ensuring the safety, quality and proper labelling of the food properly (visitbritain.org, 2025). Moreover, I observed that organisational culture influences staff and guest experience. Since the workplace emphasises customer-centric values, therefore, employees focus more on meeting customers' needs and demands (Rafdinal et al., 2024). I learned that cultural awareness and the adoption of foreign languages increased customer satisfaction and loyalty. Guest expectations were managed and enhanced by incorporating a training program on hospitality skill development (Das, 2023). Staff empowerment and knowledge development programs helped the staff to deliver exceptional service to the guests (Peng et al., 2022). Additionally, the development of soft skills such as empathy, communication, problem problem-solving skills helped in creating a meaningful interaction with guests. 
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The major issue that I noticed at the workplace that can be discussed is the delay in response to guest complaints. Some noticeable complaints in that workplace are incorrect order taking, cold food delivery and poor quality of the meals. These issues are significant to discuss because they can lead to dissatisfaction among guests and degrade the reputation of the industry (Kajla et al., 2022). Customers need immediate solutions, and when they come to a restaurant to have a meal and pay for that food, naturally, their expectations increase. Therefore, delayed response to their issue can create a negative impression (Sezer, 2022). Consequently, resolving this issue is important at an early convenience. A real-world-based three-step improvement plan is provided below to minimise the issue.
	Operational change 
	Changes align with industry best practice 
	Impact 

	Offering replacement 
	Stay updated with industry trends 
	Getting valuable feedback

	Presenting discounts 
	Following regulations 
	Customer satisfaction 

	Suggesting complimentary items 
	Staying Informed 
	Helps in improving quality 


Table 2: Three-step improvement plan
[bookmark: _Toc199953392][bookmark: _Toc200567518]Conclusion 
From the above discussion, it can be concluded that this placement experience was quite beneficial for me because I learnt to develop new skills and understood the importance of workplace management systems. Some previous skills of mine helped to cope with the condition, and some new skills that I learned would help me in future to work consistently in any working environment. Through this tenure, I solved many issues, which eventually helped me to meet my first objective. Furthermore, my communication skills ultimately helped to develop good relationships with customers and fellow workers. However, my lack of confidence affected my leadership skills. Finally, my decision-making skills helped me overcome many challenging situations. My overall experience throughout this journey was quite satisfactory.
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