2







Student Name: Alexandru-Lucian Calin
Student Id: 2121885
Professor’s Name: Daniel Payne
Module : BMIH6002
Course : Managing Food & Beverage Operations






Reflective Essay: My Placement at London Heathrow Marriott Hotel

Overview of the Hotel’s Food and Beverage Operation
The food and beverage department of London Heathrow Marriott Hotel has several eating areas, which include a quality restaurant, a cafe, bar, and restaurant service. As for the accommodation offer, the department is aimed at providing various types of guests, starting with businessmen and ending with families with children, while emphasizing the quality of services and food.
Placement Learning Objectives
The primary objectives of my placement were:
· To learn how the food and beverage department functions.
· To be able to practice supervisory skills.
· For the improvement of the communication, teamwork, and task coordination skills.
· To learn about guest service standards and how they are being managed and delivered in the organisation.
Reflection on Experience and Personal Development
My role during the practical experience was to assist and observe the food and beverage supervisor, activities which included supervising employees and catering to the needs of the customers. An incident that revealed different aspects of this position was when we receive numerous guests during a breakfast shift coupled with many new incompletely trained subordinates. This particular situation presented a challenge to how we could effectively and efficiently provide our services.
During my shift, I had to oversee the preparation and serving of breakfast to all the guests and handle any grievances that may arise. This enabled me to understand the need to communicate effectively not only with the guests but also with other team members to enhance efficient service delivery and quality (Kalogiannidis, 2020). At the beginning, there were some concerns about accomplishing such tasks; however, with the help of the supervisor and other members of the team, I gained confidence. It is important for a hospitality manager to build confidence in a fast pace environment, as noted by Rogisnky et al. (2014).
According to Garcia (2018), managing customer complaints can play a vital role in enhancing or degrading the quality of the services offered to guests. For example, on a busy day, a guest was dissatisfied with their meal and I was able to offer them a free course which greatly improved the situation. It highlighted how crucial it is to listen carefully and read instructions carefully so as to avoid confusion and be in harmony with your teammates.
Critical Analysis of Work-Based Skills and Technical Knowledge
Such a placement highlighted the importance of technical content knowledge and practical skills acquired in the workplace. Some of the key competencies highlighted included task management, leadership, and conflict management, which are vital for the overall organizational performance and guests’ satisfaction (Ali et al., 2021). For instance, there was efficient management of the tasks at hand during the peak time of breakfast service to ensure orders were delivered on time and guests were happy.
According to Murakami et al. (2011) effective task management entails making sure that sufficient staff is available for the various service areas and that resources are well utilized. I was able to understand the flow of service and ensure that all tasks were well prioritized and responsibility well assigned. The leadership style espoused in this study involved transforming and motivating the staff; this strategy helped in cultivating a positive work culture and high service delivery (Top et al., 2020). When the company realized the efforts of the staff during peak hours and encouraged their work, morale was improved and the level of service remained high.
Tackling the management of the department therefore required clear communication and collaboration. This work has used theories of team dynamics by Belbin (1981) and theories of communication by Mehrabian (1971). The use of Belbin’s team roles in practical duration was useful in distributing tasks based on ability, increasing general productivity (Kale, 2020).
Reflection on Organisational Issues
A major challenge identified in the organisation pertained to lack of standardization in training among staff. This situation resulted to random fluctuations in the quality of services delivered, and sometimes guests’ complaints. For instance, some of the staff members were fully aware of the laid down procedures while others were ignorant of them thus causing inequality in service provision. Speaking of Butcher et al. (2009), it is stated that standard training programs are crucial to ensure that service quality is as high as possible.
The variation in training affected the operation of the department as well as the services offered to the guests. The ill-prepared employees were unable to handle their responsibilities efficiently, especially during the breakfast rush, and this led to the delay in serving the guests and their dissatisfaction. For instance, one morning, a newly hired waiter being ignorant with the breakfast service procedure, mistakenly took an order of the guest sitting at a table which was under the service of the other waiter. This caused confusion with order duplication and delay in service and hence affecting the guests and the staff. This led to the discovery of the need to implement a better training program in the organization.
In response to this problem, a set of uniform training should be developed. Staff development training and assessment can also be conducted on a regular basis with the aim of making sure that all the employees have the right skills and knowledge. Mentoring programs where employees in the firm can be trained by other and especially seniors can also help improve training consistency (Enz & Siguaw, 2000).
Future Action Plan
In light of the findings of the food and beverage department, the following course of action is recommended for the improvement of experience and expertise, personal and professional specialty in the field of hospitality.
· Continuous Learning: In addition to expanding on the existing knowledge, as Kim and Jeong (2018) suggest, I will take advanced classes in hospitality management and leadership, which will give me an understanding of advanced techniques of management, improving my ability to lead teams and effectively address operations-related issues.
· Create a culture of regular feedback: Following recommendations by De Stobbeleir et al. (2011), I will continuously seek feedback from supervisors and peers in order to note areas of weakness, for instance, communication, teamwork, and task execution, so that necessary changes can be made immediately.
· Mentorship: Mentorship programs would be beneficial to gain knowledge from other professionals, which will enhance decision making and problem solving in leadership positions (Hudson, 2013).
· Industry workshops: Participating in industry workshops and seminars will make me aware of the current developments and advanced practices in the field, as well as making sure that my skills are up to par with others in the workforce (CG Davidson et al., 2011).
· Standardized Training Programs: To maintain quality service delivery across the department, there is a need to propose a standard training curriculum and mandatory quizzes more frequently. This will assist all staff to acquire appropriate skills to minimize differences in service provision. As highlighted by Enz and Siguaw (2000), participating in this program will help me to accumulate skills in training and development that will assist me in achieving my management career aspiration in the hospitality industry.
Conclusion
The shadowing exercise at the London Heathrow Marriott Hotel food and beverage department enlightened me on the practical aspects and techniques needed in the management of the hospitality industry. Gibbs’ model helped to reflect on the experience of delivering services and the importance of communication, teamwork, and task organization to achieve high quality of services. Standardized training to address the identified organizational issue can even further enhance the departmental performance. This experience has emphasized the values of personal and professional growth in the formulation of career goals within the hospitality industry.
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