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[bookmark: _Toc214134072][bookmark: _Toc1024484309][bookmark: _Toc1209389915][bookmark: _Toc191749239]Introduction  
[bookmark: _Toc1250534944][bookmark: _Toc454546363][bookmark: _Toc895711332]Holiday Inn Sunderland has a well-established Food & Beverage (F&B) department that operates a restaurant, bar, and room service activities. In its restaurant, the hotel can accommodate nearly 120 people (IHG, 2025). To complete a 10-week supervisory Shadowing role in the hotel’s F&B department, I have undertaken several tasks and responsibilities in restaurant, in-room dining services, and event catering. The objectives of my placement in the department are listed below:
· [bookmark: _Toc329338692][bookmark: _Toc1982783502][bookmark: _Toc66581899]To achieve proficiency in the F&B operations’ technical aspects such as inventory management, POS systems, and HACCP food safety standards.
· [bookmark: _Toc1444101547][bookmark: _Toc2085310840][bookmark: _Toc323708526]To learn leadership and inter-departmental coordination. 
· [bookmark: _Toc406327433][bookmark: _Toc1752167223][bookmark: _Toc1497000706]To achieve guest service excellence. 
· [bookmark: _Toc43399039][bookmark: _Toc273779874][bookmark: _Toc1408265830]To apply academic theories in a real-life context.
[bookmark: _Toc818610259][bookmark: _Toc654882819][bookmark: _Toc1409301287][bookmark: _Toc191749240]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc904650613][bookmark: _Toc1949451073][bookmark: _Toc524843824]To reflect on my personal experience and personal development in the hotel placement, I will apply Schön’s reflective model. The model completes reflection in two steps. The first step is reflection-in-action and the second step is reflection-on-action (University of Hull, 2024). These two steps of reflection are explained below: 
1. [bookmark: _Toc930795173][bookmark: _Toc2030630249][bookmark: _Toc1531933558]Reflection-in-Action: When I took the responsibilities in the F&B department, I observed that there was a malfunction in the POS system of the hotel. It was a Friday rush and the employees of F&B operations were struggling to handle a high number of orders and keep the guests satisfied with the minimal wait time. As a supervisor in the F&B department, I had to perform the following tasks to address the issues:
· [bookmark: _Toc464861329][bookmark: _Toc1452863664][bookmark: _Toc1777356686]I relied on orders to the kitchen manually. Although it was a time-consuming process, I found it more effective than relying on the malfunctioning POS system. I observed that families with young children were the most affected guests of the issue. To mitigate their frustrations, I prioritised their orders.
· [bookmark: _Toc1359249685][bookmark: _Toc54515894][bookmark: _Toc46040452]Effective communication is vital to manage such crises (Alzoubi and Jaaffar, 2020). I established a transparent communication with the guests and informed that of the reason for the delay. To reduce their frustrations, I offered complimentary drinks to them. 
[bookmark: _Toc1550071200][bookmark: _Toc1043257273][bookmark: _Toc1331298948]The shadowing role in the F&B department highlighted the importance of thinking on my feet to address the problem. In the hospitality industry, unpredictable scenarios can occur and professionals must be able to find a solution. The sense-making theory explains that employees can find constructive meaning in crisis and it can facilitate their quick decision-making (Al-Balushi and Atef, 2022). As I observed the crisis, I managed to find these two solutions to make the guest satisfied. 
2. [bookmark: _Toc1689494901][bookmark: _Toc1819668276][bookmark: _Toc901905124]Reflection-on-Action: The evaluation of the situation suggests that there was a gap in the preparation of the employees to handle such a crisis. The employees did not know how to handle the malfunctioning POS system. I also had no prior technical knowledge of POS system handling. I knew that contingency planning was effective in overcoming unexpected circumstances. To manually perform the tasks in the F&B department was a part of the contingency planning in case of any system failure (O’fallon and Rutherford, 2020). The communication between the kitchen staff and the front office employees could be enhanced by assigning a runner. Tuckman’s team development theory explains that a team can perform better and more efficiently in the performing stage because the roles and responsibilities of the teammates are well-defined in that stage (Ntalakos, Belias and Tsigilis, 2023). I learned from my shadowing supervisory role in the F&B department that the crisis could be dealt with more efficiently if I had adaptive leadership skills. I could accept the change in the F&B operations and ensure guest satisfaction by addressing the guests’ compliant.
[bookmark: _Toc663024228][bookmark: _Toc946809996][bookmark: _Toc1281437956]In the SERVQUAL model, there are principles for achieving superior guest satisfaction. The organisation can achieve guest satisfaction in the face of challenges if it can quickly respond to the crisis and ensure faster service recovery by offering alternative options (Chin and Tsai, 2013). Once I encountered an incident in the F&B department in which I found a guest complaining about undercooked Salmon to the server. I quickly responded to the issue by correcting the dish and I also provided a complimentary dessert to the guest. The initiative could successfully ensure service recovery and keep the guest satisfied. 
[bookmark: _Toc172525484][bookmark: _Toc1479674040][bookmark: _Toc1572001776][bookmark: _Toc191749241]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc129106238][bookmark: _Toc799609270][bookmark: _Toc837910252]The placement at the F&B department has contributed to several of my soft skills and technical knowledge. Previously, I had little understanding about the F&B operations. As soon as I engaged in the F&B operations and hotel management activities, I noticed that I acquired new skills and knowledge. I knew about lean management principles which can be applied to minimise waste in the production process. Hotels can apply the principle to streamline the processes and reduce food waste (Filimonau and Delysia, 2019). In my shadowing role, I learned about the inventory management system that the hotel’s F&B department utilised. The use of such an inventory management system reflects the practical implications of lean management principles (Aset, 2017). Now I can apply this technical knowledge to operate in any F&B department in the hospitality industry. I also learned about the food safety standards maintained by the hotel. I used to conduct regular HACCP checks. The procedure that I followed to minimise food safety hazards can be related to Total Quality Management (TQM). 
[bookmark: _Toc1882841173][bookmark: _Toc563655296][bookmark: _Toc1311921218]Apart from technical knowledge in F&B operations, I have developed key worked-based skills such as communication, leadership, and conflict resolution skills. In week 7, I encountered a miscommunication issue between the service staff and the kitchen staff which resulted in a delay in serving the appetisers. To address the issue, I proposed a pre-shift briefing for all staff which aligns with the communication accommodation theory. In week 8, I noticed that there was high staff turnover in the F&B department. It was affecting the service quality. I proposed a mentorship programme for the new hire. As a result, the knowledge can be transferred to the new employees which aligns with the social learning theory. One day a customer complained that the service staff was rude. To de-escalate the situation, I apologised to the guest and offered her a complimentary drink. My initiative aligns with the service recovery paradox which suggests that effectively managing guests’ complaints can increase their satisfaction level and loyalty (Filimonau and Delysia, 2019).
[bookmark: _Toc1339162398][bookmark: _Toc29931672][bookmark: _Toc53389542][bookmark: _Toc191749242]Section 3: Reflection on Organisational Issues
[bookmark: _Toc750091000][bookmark: _Toc428913066][bookmark: _Toc1637375413]Throughout my experiences in the hotel’s F&B department, I noticed that the department has a high employee turnover issue. As a result, the hotel requires new staff to fill the gaps. A large number of temporary staff constitute the department’s workforce. The issue can affect guest satisfaction because new hires have limited knowledge about the menu and food safety protocols. The existing employees who have experience have to do more tasks. It leads to job dissatisfaction and burnout (Ghani et al., 2022). Hence, the F&B department’s operations are inefficient. In TripAdvisor, negative reviews such as uninformed staff can lead to reputational loss to the organisation. To address the issue, the following solutions are proposed to the organisation:
· [bookmark: _Toc859090091][bookmark: _Toc1581169867][bookmark: _Toc1958981629]The hotel must offer a structured training programme for the new hire. Effective training can increase the motivation of the employees (Aset, 2017). 
· [bookmark: _Toc1546902331][bookmark: _Toc775650859][bookmark: _Toc391033843]To increase the retention rate, the management may consider offering performance-based incentives and ensure the opportunity to advance the career. 
[bookmark: _Toc1415211011][bookmark: _Toc1162874611][bookmark: _Toc1979579669][bookmark: _Toc191749243]Conclusion 
[bookmark: _Toc1076378648][bookmark: _Toc112509068][bookmark: _Toc1251343148]I have successfully achieved technical knowledge and soft skills in F&B operations. These skills and knowledge can increase the employability in the hospitality industry. However, I need to continuously reflect on my learning to succeed in my career in the long run. 
[bookmark: _Toc1061976167][bookmark: _Toc320929595][bookmark: _Toc1513836114][bookmark: _Toc191749244]Action Plan
[bookmark: _Toc1457760668][bookmark: _Toc943140016][bookmark: _Toc1305515443]I have the following action plan to succeed in the long run:
· [bookmark: _Toc2140943545][bookmark: _Toc1516822299][bookmark: _Toc695293002]I should obtain a Certified Food and Beverage Executive (CFBE) certification. It will make me capable of the managerial roles in the F&B department. 
· [bookmark: _Toc1459037140][bookmark: _Toc1948516961][bookmark: _Toc2048927033]I will take training on cross-departmental coordination between the F&B department and the sub-departments. It will enhance my performance as a supervisor in the department (Aset, 2017).
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