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During my initial year in the University programme, I engaged with an amazing book “The Heart of Hospitality” by Micah Solomon (2018), a profoundly insightful and practical read. This book has been particularly inspiring and beneficial for someone like me, keen on understanding and enhancing customer satisfaction within the realm of hospitality.
Through reading, I have grasped the essence of a single–guest focus.
In fact, through time and experience, I realized that great hospitality must be focused on one guest at a time.
Diners especially, seek not only good quality food but also memorable experiences to cherish with loved ones.
It is our duty in the hospitality sector to craft truly special and unforgettable moments for our guests by emotionally connecting with them and tailoring the best service to their needs.
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I have accumulated 23 years of experience in the hospitality industry as a cabin crew member.
My primary responsibility, beyond emergency procedures, is to ensure passengers feel esteemed and valued.
Whether in the sky or at the hotel, I strongly believe that the essence of hospitality remains consistent in providing exceptional customer service.
In my daily role as a cabin crew member at British Airways, delivering exceptional customer service goes beyond meeting needs, it is about creating memorable experiences, treating customers with respect, and empathy, and going the extra mile.
It also involves understanding customer expectations, effective communication, problem-solving, and building long-term relationships.

In my opinion, the above-mentioned features of customer service are indeed closely linked to the food and beverage department.
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Through my University program, I had the privilege of experiencing placement at the Sheraton Skyline at Heathrow.
During this time, I had the opportunity to shadow and assist individuals within the food and beverage department for a few weeks.
The food and beverage department which plays a crucial role in the overall guest experience and revenue generation for Sheraton Skyline Hotel, includes various outlets such as restaurants, room service, club lounge, banquets and catering services (Marriott).
More precisely, Sheraton Skyline offers a primary restaurant called Bytes with a capacity for 120 guests for breakfast, transitioning to Madhu, an Indian chain restaurant in the evening (Madhu, 2014).
Additionally, it offers a Starbucks Café area and a pub called Sports Bar and Grill within its premises to cater to a variety of dining preferences (Holiday Extras, 2017).
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In my analysis, following the placement at Sheraton Skyline, the main goals of the food and beverage department are to provide high-quality dining experiences, generate revenue and ensure guest satisfaction.
The department is headed by the food and beverage Manager (Kurian, 2024) who oversees daily operations, sets goals, develops strategies and ensures compliance with health and safety regulations.
During my work experience at the restaurant, I learnt about the key functions of the food and beverage department.
According to Brown (2019), the key factors include menu planning, food preparation, beverage selection, inventory management, cost control, staff training and customer service.
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During my mornings at the restaurant, I was impressed by the team’s attentive care for guests.
Almost every team member worked with dedication and passion, qualities that I have found to be essential in fostering robust relationships with our guests. 
Upon arrival at the breakfast buffet guests were warmly greeted by the supervisor Shushan, and then escorted by waiting staff to their table and offered hot drinks.
Throughout their stay, I noticed the team consistently anticipated and fulfilled guests’ needs, from clearing dishes to offering freshly prepared omelettes or scrambled eggs with sausages.
In my observations, I’ve noticed that effective communication and coordination are crucial, much like inflight service, especially when guests have specific requests. It’s all about ensuring a seamless and personalised experience for each individual.
Therefore, proficient communication and coordination among the kitchen, service staff, and management are imperative not only to ensure the successful fulfilment of specific requests but also for the efficient operation of the food and beverage department.
This synergy fosters clarity, prompt feedback, and effective troubleshooting, culminating in enhanced teamwork, heightened efficiency, reduced errors and elevated customer contentment (TimeForge, 2023).
In my humble opinion at Sheraton Skyline the General Manager Michael’s (Regenhardt, 2024) active presence, friendly demeanour and hands-on approach foster effective coordination among staff.
According to Abdulmuhsin and Tarhini (2022) such leadership enhances teamwork, optimises resource utilisation, and elevates the businesses’ overall performance.
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For a few days, I also experienced the work at the room service department.
Thanks to that experience I gained valuable insights into the critical role of menu knowledge for the department head.
Understanding menu offerings, ingredients, extras, allergens, and other details is essential for ensuring smooth operations and customer satisfaction in room service (Doorduijn, 2016).

As with all my other life experiences, my work experience at the restaurant in Sheraton Skyline has offered me a mix of valuable lessons both positive and negative, contributing to my personal and professional growth.
Each experience, I think, whether good or bad has been a valuable learning opportunity.

In this report, a critical analysis will be conducted on a situation encountered during my work experience at the restaurant in Sheraton Skyline.
For confidentiality, names will not be disclosed. 
The reflection will also utilise Gibb’s model (The University of Edinburgh, 2020) for a comprehensive review.
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It was my morning shift at the restaurant, and as usual, the team diligently prepared the breakfast buffet under the supervision of the manager. Each team member was swiftly assigned specific roles to ensure a seamless experience for guests upon their arrival.
The breakfast buffet was meticulously arranged, and guests began to arrive.
I actively participated in all aspects, from warmly greeting guests to clearing tables, taking orders and setting tables for new arrivals, ensuring a seamless and enjoyable experience for all.
Everything was running smoothly until we were notified of the General Manager’s immediate arrival at the breakfast buffet with a client.
The manager’s behaviour shifted, instructing me to change and postpone tasks until the General Manager’s present and conveying the same message to the rest of the team, prompting sudden changes due to the boss’s visit.
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I must admit that I felt uncomfortable in that situation, observing unprofessional behaviour, especially considering the manager’s statement: “Let’s do this way for now, and once the General Manager is gone, we can do as we want”.
As a 43-year-old worker, I value authenticity.
I believe in consistent respectful behaviour regardless of authority.
I do try every day to excel out of passion, not just in the presence of superiors.
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However, that specific circumstance has prompted me to reflect on human behaviour and the challenges leaders face in finding the right and trustworthy team.
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I strongly believe that as team leaders it is vital to align with individuals genuinely committed to excelling and contributing to the organisation’s success.
Untrustworthy individuals who only perform when in the spotlight can harm the business’s reputation and image over time.
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Surely, I was not in the position to address the manager directly, therefore I followed instructions diligently.
However, this experience prompted reflection on appropriate conduct in the hospitality industry moving forward.
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In the future, I commit to maintaining professionalism and ethical standards in all circumstances regardless of the individuals I collaborate with.
These principles have been ingrained in me since I embarked on my career in the Airline Industry at the age of 21 and I am determined to continue improving as I move forward.
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My overall experience at the restaurant in Sheraton Skyline has been a rich tapestry of learning experiences and opportunities, encompassing both triumphs and challenges. These encounters have contributed significantly to my personal and professional growth, shaping me into a more resilient and adaptable individual.
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