                                                          Reflective Learning Log:
                          Food and Beverage Placement at Wivenhoe House Hotel


Introduction
Throughout my placement at Wivenhoe House Hotel in the Food and Beverage department, I had the incredible opportunity to shadow supervisors while gaining hands-on experience in various service areas. My tasks ranged from setting up breakfast and serving lunch to managing afternoon tea and independently working in the bar. Additionally, I was trusted with responsibilities such as stocking up, ordering drinks, and even holding the cellar keys. I also attended operations and morning meetings, which gave me a behind-the-scenes look at how the department is managed. Using Gibbs’ Reflective Cycle (1988), this reflection explores how my placement experience enhanced my technical knowledge, work-based skills, and overall understanding of guest service at a supervisory level.
Description
Most of my shifts were diverse, allowing me to experience different parts of the department. I frequently helped set up breakfast for the next day, ensuring everything was perfectly arranged. During lunch and afternoon tea, I supported the team on the floor, attending to guests and helping maintain smooth service. A highlight for me was working in the bar, where I wasn’t just taking orders but fully trusted to manage the till and provide service independently. Over time, I was also given the responsibility to stock up the bar, monitor inventory, and place drink orders. Having the keys to the cellar was a big step, and being allowed to restock on my own made me feel like a real part of the management team (Johns and Jones, 1996).
Beyond daily operations, I attended both morning briefings and operations meetings, which opened my eyes to the strategic side of running the Food and Beverage department. Seeing how the supervisors planned the day, managed staff rotas, and discussed guest feedback really helped me understand what goes into delivering a smooth and high-quality service (Hayes et al., 2017).
Feelings
At the beginning of my placement, I was a bit anxious about taking on so much responsibility, especially in the bar, where accuracy is crucial. However, as the team saw my abilities and trusted me with tasks like managing the till and stocking up the bar, my confidence grew massively. Being given the cellar keys felt like a milestone. It made me realise that I was no longer just shadowing the team—I was contributing (Baum, 2006).
Attending the morning and operations meetings was a moment of pride for me. Sitting at the table with the supervisors and hearing them plan the day made me feel like part of the bigger picture. These moments boosted my motivation and helped me see how my small contributions fit into the wider success of the department (Bratton and Gold, 2017).
Evaluation
One of the most positive parts of my placement was feeling that I was genuinely trusted. The supervisors didn’t just assign me basic tasks; they allowed me to take ownership, which made me feel valued. I improved my communication skills by coordinating with different team members about stock levels, guest needs, and service flow (Kotler et al., 2016).
However, there were also challenges. During busy afternoon teas, there were often too many Level 4 students scheduled on the same shift. While they were eager to help, many of them lacked the experience and confidence to manage the fast-paced service, which created extra pressure on the rest of the team. Instead of supporting the flow, it sometimes slowed things down, as we had to step in and guide them while also keeping up with guest service. This experience made me realise how important it is to have a balanced and skilled team during busy periods, and how essential proper planning and supervision are—not just in theory, but in the real day-to-day operations (Hayes et al., 2017).
Analysis
This placement helped me develop essential skills needed to maintain high guest service standards:
· Communication: Whether confirming drink orders, checking with the kitchen, or updating the team during a busy shift, I learned that clear communication keeps everything running smoothly (Bratton and Gold, 2017).
· Teamwork: When the bar got busy, I depended on my colleagues to keep the floor service going. Our success depended on trusting and supporting each other (Baum, 2006).
· Task Management: Balancing bar service with restocking, placing drink orders, and making sure breakfast setup was complete taught me how to prioritise tasks under time pressure (Jones and Robinson, 2012).
· Personal Skills: The responsibility of managing stock and placing orders pushed me to be organised and proactive. Handling the cellar keys meant I needed to double-check inventory and make sure nothing was missed (Jones and Robinson, 2012).
· Guest Service: I now see how service goes beyond just delivering food and drinks. It’s about anticipating guest needs, solving problems, and making them feel looked after (Lashley, 2008).
My academic journey from Level 4 to Level 6 gave me a strong foundation in customer service theory, but this placement brought those lessons to life. Concepts like SERVQUAL (Parasuraman et al., 1985) became real when I saw how reliability and assurance directly impacted guest satisfaction.
Organisational Issue
One particular issue I encountered during my placement was when a guest requested a specific wine from the menu, but unfortunately, it was missing from our stock. The guest was noticeably unhappy, and although we tried to suggest alternatives, they were disappointed that their preferred choice was unavailable. This situation not only affected the guest experience but also put pressure on the team, as we were left trying to resolve the complaint while maintaining smooth service for other tables.
This highlighted a gap in stock management and communication between the bar, the floor staff, and the supervisors (Jones and Robinson, 2012). It made me realise how important it is for the team to be aware of stock levels in real time and to ensure that menus reflect what is actually available.
Practical Solutions:
· Regular Stock Checks: Ensuring daily stock checks are completed before service, especially for high-demand items like popular wines.
· Menu Updates: Communicating with the kitchen and front-of-house team to immediately update menus or inform staff if items are unavailable, so guests can be notified before ordering.
· Ordering Procedures: Using digital systems to track stock levels more accurately and flag low-stock items early, to avoid running out during service (Jones and Robinson, 2012).
· Customer Service Training: Applying Zeithaml, Berry and Parasuraman’s (1996) service recovery strategies, such as offering a small complimentary item or a discount when a guest’s preferred choice is unavailable, to help turn a negative experience into a positive one.
Although the supervisors handled the situation professionally by offering apologies and alternative suggestions, I believe stronger stock control processes and proactive communication would help prevent such issues from happening again.
Conclusion
Reflecting on my placement, I can say it has been an unforgettable experience. I didn’t just shadow supervisors; I felt like part of the leadership process, from attending meetings to managing stock and supporting service. This hands-on experience gave me confidence and helped me develop essential skills that I’ll carry into my future career in hospitality.
I now understand that delivering high guest service standards relies on more than just individual effort. It requires communication, teamwork, careful planning, and the ability to step up when needed (Kotler et al., 2016). These insights will guide me as I continue to grow in this industry, and I look forward to applying what I’ve learned in future supervisory roles, always with the goal of improving guest experiences and supporting my team.
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