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[bookmark: _Toc200983496]INTRODUCTION 
My internship at Hotel Indigo Bath placed me in the Food & Beverage department, which oversees The Elder, the cocktail bar, and meals prepared for guests’ rooms. The Elder specialises in fine dining, modern British food, making good use of eco-friendly and nearby ingredients. On the other hand, Brasserie Beau is a new restaurant that was launched for breakfast and casual dining. Brasserie Beau is a restaurant that features British cuisine and seasonal produce and offers its visitors a high-quality and relaxed atmosphere all day. All guests can savour unique drinks in the hotel’s bar and the hotel guest can enjoy food and drinks in the restaurant, or order food to eat in their rooms.
[bookmark: _Toc200983497]LEARNING OBJECTIVES 
1. To do supervisory work in an upscale boutique hotel, 
2. To boost my ability to communicate and lead within the F&B area 
3. To increase my knowledge of guest service and what is considered standard in the hospitality industry.
[bookmark: _Toc200983498]SECTION 01: ROLE REFLECTION 
[image: gibbs reflective cycle]
Figure 1: Gibbs Reflective Cycle
SOURCE: (McLeod, 2025)
[bookmark: _Toc200983499]DESCRIPTION 
In my placement at Hotel Indigo Bath, I mainly worked in The Elder and Brasserie Beau, the bar as a Food and Beverage Assistant. I took people’s orders, served their food and drinks, set and removed their tablecloths, participated in breakfast service, and occasionally assisted with staff guidance and helping guests. It was a noteworthy experience to be put in charge of a breakfast shift since my supervisor was absent that day.
[bookmark: _Toc200983500]FEELINGS
First, I had a mix of feelings, ranging from a little nervous to very excited. Although I was pleased that management assigned me more responsibilities, I was still concerned about failing or disappointing my coworkers. But after the shift, I focused on giving effective service and speaking calmly, which helped reduce my stress. On the other hand, I am pressured to provide top-notch service as fast as possible in the Brasserie Beau.
[bookmark: _Toc200983501]EVALUATION
The things I handled well in my placement were setting priorities, assigning tasks and addressing one of the guests’ dietary problems efficiently and politely. The guest feels satisfied with the solutions given by the management which helps them have a better experience (Paulose and Shakeel, 2021). At times, I hesitated to give important tasks to the senior team which slightly slowed down providing services. This helped me understand that being reluctant in leadership can reduce the team's efficiency and make guests unhappy. I discovered how to manage my time at work better, cut down on my urge to take everything personally, and became a more effective communicator with guests and colleagues. 
[bookmark: _Toc200983502]ANALYSIS
Brasserie Beau taught me to multi-task and even be composed when in pressured situations, as well as to talk effectively. It was clear that having solid leadership, strong communication and easy problem-solving helps in the role of a supervisor. The experience taught me the aspects of pre-shift preparation and cooperation as the key elements of preparing your service to go smoothly in off-peak hours, such as breakfast. Calmness under pressure, along with active listening, are my strengths when dealing with guests and co-workers. At the same time, I realized improving how assertive and confident I am when managing a team was necessary. Hotel supervisors who were confident and spoke clearly usually made each shift run more smoothly and encouraged the team.
[bookmark: _Toc200983503]CONCLUSION
To conclude my role reflection, it was discussed with the supervisor what exactly would be needed from me and what issues could arise before the event. If I had built relationships with my team early on in the placement, it might have been easier for me to lead when needed. Even though the shift was handled properly, it was realised that being clear and confident plays a big role in successful supervision. Working in Brasserie Beau allowed me to develop proper operating and collaboration skills by simulating a real environment in the hospitality industry.
[bookmark: _Toc200983504]ACTION PLAN 
	OBJECTIVE
	ACTION
	OUTCOME
	TIMELINE

	To improve assertiveness in supervisory roles
	Attend a hospitality leadership or assertiveness workshop
	This will establish the establishment and sustenance of good interpersonal relation at work and proper team operation (Cantero-Sánchez et al., 2021)
.

	Within next 4 weeks

	To gain practical supervisory experience
	Volunteer to lead smaller shifts or oversee specific service periods
	This will help in gaining hands-on experience managing operations and team coordination (Policarpio, 2024)
	Ongoing (weekly)

	To learn from experienced supervisors
	Observe senior staff and request constructive feedback after each shift.
	This will widen the perspectives, to assign duties and to test and reward their good performance (Kleefstraet al., 2020)

	Twice weekly

	To build reflective habits for continuous improvement
	Maintain a weekly reflection journal focused on leadership and decision-making
	This will track personal progress and adjust strategies based on self-review

	Start immediately






[bookmark: _Toc200983505]SECTION 02: DEVELOPMENT JOURNEY
Since more experience was gained in F&B at Hotel Indigo Bath, as compared to the Level 4 placement, where I had buffet meals at a mid-range hotel chain. At Level 4, the emphasis was on handling many orders efficiently without requiring much interaction with guests, but Hotel Indigo Bath takes the time to attend to each diner. Brasserie Beau formed a large portion of my growth throughout the placement. The hectic breakfast and lunchtime service made me develop some confidence in multitasking and prioritising guest needs. It was easy to see that the services, guest requirements, and management methods were not the same. Showcasing food, combining local elements along with stories in their menus, expanded my knowledge of how a brand identity is formed in the F&B scene. By studying the Level 4 Food & Beverage Operations module, I gained an understanding of the key concepts behind table service, cleanliness, and preparing various types of menus. My primary goal was to complete the various tasks assigned to me. At Hotel Indigo Bath, the Level 5 Sustainable Hospitality & Tourism Management module stood out, as the hotel focuses on both purchasing regional goods and reducing waste. 
[bookmark: _Toc200983506]SECTION 03: SERVICE IMPROVEMENT PROPOSAL
The waiting time of the guests during the busy breakfast times is one of the areas of improvement at Brasserie Beau, specifically on weekends. The area of F&B where there was room for improvement was the time it took guests to get breakfast, especially on weekends. Reception times sometimes took over 20 minutes, lowering the guests’ satisfaction with the restaurant. It was noticed that this issue occurred during different shifts, and I discussed it with my colleagues, who stated that it happened quite frequently due to insufficient staff and a lack of proper seating management systems. In general, guests don’t consider price when comparing services; their primary objective is quality (Ali et al., 2021). It goes against what Hotel Indigo Bath tries to do for each guest. Chen et al. (2020) note that social interests play a vital role in the guest experience, encouraging guests to initiate interactions with all parties. 
[bookmark: _Toc200983507][bookmark: _Hlk200976796]Improvement Plan
Step 1: Get to Know What Guests Look for and Understand How Emotions Work
Learn about guests and how to recover from their complaints (Wang et al., 2020). Use the internet to look at a few short videos or a brief tutorial on emotional intelligence in the hospitality industry such as through LinkedIn Learning. 
Step 2: Familiarise with the standard procedure for filing a complaint.
Familiarise with the hotel’s standard procedures for complaint handling before starting to work. The proper service of the staff at the point of service will result in a good review and this will create a good picture about the hotel. (Kim and Kim, 2022)
Step 3: Simulate Different Examples of Customer Complaints
It was suggested by Hoang et al., (2023) to play the role of moral managers, taking care of the application of ethical norms, for example, demonstrating serving cold food, presenting a bill with an error and being late in service. Talk in a calm way, express empathy and focus on what the other person is saying.
Step 4: Practice the Skills and Think About the Results
Willingly attend to complaints that are not very urgent, including late coffee and waiting for a seat. After each incident ends, apply Gibbs’ Cycle by answering what transpired. What did the person go through emotionally? What new things were discovered?
Step 5: Look for Feedback and Adjust the Method
Ask a person in charge to observe while an employee responds to complaints and offers advice (Sergej von et al., 2021). Come up with goals for the week, for example, “address 3 guest issues” or “address complaints within a short time.”
[bookmark: _Toc200983508][bookmark: _Hlk200976805]CONCLUSION 
My experience at Brasserie Beau made me gain practical guest service, working speed, and organisation skills. Working at Hotel Indigo Bath played a big role in helping me develop as a professional and as a person. I achieved my learning goals by serving as a supervisor, enhancing my leadership and communication skills, and gaining a deeper understanding of guest service requirements. By reflecting, it was observed which skills needed improvement, mainly in being assertive and using tactics. I was able to see how what I learned in the past about sustainability and service delivery is used in real-life commercial situations. Moreover, I am even more excited about having a career in boutique hotel operations, emphasising the needs and satisfaction of the guests.
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