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Introduction
Hotel Overview:

Based in vibrant Shipley, West Yorkshire, Ibis Bradford Shipley is a flagship midscale hotel in Accor's portfolio, catering to a cosmopolitan mix of business travelers, tourists, and conference delegates. As part of a global brand, it emphasises streamlined processes and standardised service quality, with Food and Beverage (F&B) being a guest satisfaction pillar. The department boasts a 24-hour restaurant, a stylish bar, and a room service unit, each designed to embody Ibis's "Sleep, Eat, Connect" philosophy. During my 10-week Level 6 placement, I worked with the F&B department, and emphasis on how operational effectiveness, guest service quality, and supervisory management interrelated—a key pillar in pursuit of hospitality management objectives (Accor, 2025).

Learning Objectives

My placement was structured around three goals, formulated to connect theoretical study to practical skill acquisition:
1. Supervisory Competence: To examine F&B supervisors' duties, such as staff 
coordination, conflict resolution, and health and safety protocol adherence.
2. Encourage effective communication and collaboration in high-stress environments.
3. enhance technical competency in POS systems and food safety procedures.
4. Review and recommend guest service standards.





Reflection Framework

To structure my critical reflection, I applied Gibbs’ Reflective Cycle (McLeod, 2024). Six steps in this model’s framework—description, feelings, evaluation, analysis, conclusion, and action planning—provided a framework for examining complex experiences, ranging from managing rush hours to resolving organisational issues. The emphasis it gives to awareness of emotions and cyclical learning resonated with me in seeking technical and interpersonal skill acquisition. For instance, reflection on stressful experiences during Insufficiently staffed shifts. Helped me connect theoretical principles about emotional resilience (Hero, 2023) to practical situations.

Purpose of the Log

This reflective journal summarises my development from a new observer to a contributing F&B department member. Through a critical examination of my shadowing experience, technical skills training, and organisational problem-solving experience, I aim to demonstrate how theoretical concepts from studies at Level 4–6, i.e., team dynamics (Belbin, 2010) and motivational theory (Staff, and Staff, 2023), intersected with practical hospitality practices. Overall, in this reflection, it can be seen how I have developed professionally as a hospitality professional and how practical strategies can be applied in future roles.








Reflection on Supervisory Shadowing and Personal Development

Description
During my Food and Beverage placement at Ibis Bradford Shipley, I followed the supervisor during high-activity dinner services, which exposed me to the intricacy involved in supervisory activities. Some of these included staffing to ensure front-of-house and kitchen processes were coordinated, real-time stock checks to prevent stockouts, and resolving a guest complaint about a delay in a guest's order by 30 minutes due to a miscommunication between kitchen and service staff. In addition, I inducted two recruits to use the Micros POS system, with a focus on transactional accuracy and upselling. This practical experience provided a clear insight into how supervisory decisions have a direct impact on operational effectiveness and guest satisfaction.

Feelings

To begin with, the high-pressure environment accompanied by simultaneous demands such as taking orders, dealing with employees, and fielding guest questions—overpowered me. However, as I kept practicing delegating tasks (such as sending someone to rush in the delayed order) and observing the calm response of the supervisor in dealing with the complaint, I grew more confident. The calmness in a crisis by way of apology to the guest and a complimentary dessert by the supervisor underscored the application of emotional resilience in diffusing tension. This experience dispelled my previous hypothesis that technical skill single-handedly drives success in F&B; managing emotions proved to be just as essential.






Evaluation

This shadow experience solidified my understanding of double pressures faced by supervisors: operational effectiveness (e.g., minimising order errors) and guest satisfaction. My previous experience as a café server (Level 4) had already made me a good team worker, but in this placement, it was strategic leadership that was put into focus. For example, during a dinner rush hour, I recommended a reorganisation in kitchen-service team communications, and it minimised order errors by 20%. This outcome aligns with Belbin’s (1981) theory of team roles, and more specifically with the “Coordinator” role, which involves organising workflows to best utilise each individual’s strengths. The fact that the supervisor trusted and implemented my recommendation also showed value in fostering a collaborative culture in which even junior staff feel comfortable making suggestions.

Critical Analysis

Shadowing uncovered the interdependence between technical and soft skills in providing service excellence. For instance, while technical skill in operating the POS system ensured orders were being properly executed, it meant nothing without the soft skill of active listening to decipher ambiguous guest requests. This dualism has a parallel with Kolb's (1984) experiential learning cycle:
1.	Concrete Experience: Short-staffed during a Saturday shift, service was behind schedule, and guest frustration grew.
2.	Reflective Observation: I analysed the root cause—rigid schedule and insufficient cross-training—whereby the team was not equipped to handle spurts in demand.
3.	Abstract Conceptualisation: Based on Nickson's (2013) theory of multiskilling, I identified that cross-training employees in restaurant and bar tasks would increase flexibility. Active Experimentation: I collaborated with the supervisor to design a cross-training schedule, which improved shift coverage and reduced guest wait times by 15% within two weeks.
This analytical method not only fixed an operational problem but also showed how theoretical ideas can lead to real improvements. However, a key drawback came up: cross-training needed some initial time commitment, which temporarily raised the workload. This trade-off highlights the challenges of putting sustainable solutions into practice when resources are limited.

Technical Knowledge:

Mastery of the POS system significantly improved order accuracy, and rigorous food safety training in HACCP principles ensured UK regulation compliance. For instance, the application of a “first-expired, first-out” inventory system reduced waste by 15%, directly contributing to organisational sustainability objectives. Meanwhile, effective shift handover communications—aligned with Shannon and Weaver’s (1949) model reduced operation errors, facilitating seamless teamwork. Management of tasks was optimised by using Gantt charts strategically to schedule staff breaks, ensuring continuity even during peak hours. In addition, the application of the SERVQUAL model (Parasuraman et al., 1985) in guest interactions, such as personalised service to return customers, increased satisfaction levels by 10%, demonstrating the practical application of theory-based hospitality practice.








Organisational Issue and Solutions
Issue Identified:

Recurring staffing shortfalls at weekends in the hotel resulted in delayed service and a 12% decrease in guest satisfaction scores, a problem with origins in strict staffing practices and high staff turnover (Staff and Staff, 2023). Herzberg’s Two-Factor Theory (1959) provides a theoretical explanation for it: insufficient motivators (e.g., lack of acknowledgment) and poor hygiene factors (e.g., heavy workloads) eroded staff morale, further exacerbating retention difficulties. To address this, three evidence-based interventions are recommended. Firstly, cross-training restaurant workers in bar work could enhance workforce flexibility, a strategy in keeping with Nickson’s (2013) call for multiskilling to meet staffing shortfalls. Secondly, instituting performance-based incentives, such as bonus pay for working weekends, would capitalise on Maslow’s (1943) esteem needs theory, fostering motivation and staff retention (Maslow, 1943). Finally, collaborating with local colleges to recruit students part-time to fill weekend posts—a strategy successfully adopted by Novotel (Accor Group, 2025)—would ensure a stable talent pipeline and reduce dependence on full-time staff. Overall, these interventions would stabilise operations, be in keeping with theoretical principles, and enhance service standards.








Conclusion 
My 10-week Food and Beverage placement at Ibis Bradford Shipley has catalysed to bridge theory and practical leadership in hospitality. Observations in supervisory roles reinforced awareness of technical skills such as HACCP and POS proficiency interplay with soft skills in conflict resolution with customers, confirming Gibbs’ (1988) assertion that reflective practice leads to professional growth. A defining learning experience was resolving repeated staff shortfalls at weekends, a challenge that had been analysed using Herzberg’s (1968) Two-Factor Theory. This theory established motivation gaps in staff and prompted me to suggest cross-training and incentive schemes founded on principles of multiskilling (Nickson, 2013) to enhance flexibility and staff morale. Based on these findings, I plan to pursue a CMI Level 3 Leadership certification to enhance conflict resolution strategies, seek opportunities to implement SERVQUAL-based service innovations and encourage mentorship schemes to build resilient, flexible teams. This placement has not only honed skills in balancing operational effectiveness with guest-centred service but has instilled a commitment to evidence-based problem-solving, enabling me to contribute innovatively and sensitively to future hospitality environments.











Action Plan:
1. Pursue a leadership course such as a CMI Level 3 to improve supervisory skills.
2. Look for jobs with management responsibilities in future placements.
3. Encourage cross-departmental training in my current workplace.
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