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[bookmark: _Toc182177702]Introduction 
[bookmark: _Hlk182175393]Overview of the hotel's Food and Beverage operation: In Village Hotel Swindon, people inside can watch the best sporty actions on huge screens at the lively and modern Pub & Grill. The menu features freshly made meals like bowls, burgers, pizzas, and the drinks list. Guests can enjoy breakfast, Sunday meals, and room service. The on-site Starbucks gives guests a good eating experience.
· To learn to work with others and communicate to improve my food and beverage operation skills.
· To make suggestions for improving service and performance based on a hotel's current analysis.














[bookmark: _Toc182177703]Section 1: Reflection on Experience and Personal Development 
[bookmark: _Hlk182175525]Gibbs Reflective Cycle
[image: The Gibbs Reflective Cycle - Free Template Download & Guide]
Figure 1: Gibbs Reflective Cycle (Yaacob et al., 2020)
Description: During my job at the Village Hotel Swindon, I monitored the food and beverage department when I faced an issue. A technological problem in the kitchen led food preparation to take longer than planned during busy times because of equipment issues. Several customers were annoyed that they had to wait longer for service because of the delay. 
[bookmark: _Hlk182175535]Feelings: I was initially worried as things were fast and the customer's anger grew. The thought of not living up to my guests' standards made me feel terrified. On the other hand, I felt better after seeing how calm and caring my supervisor was. 
Evaluation: One of the benefits of this issue is that I saw for myself how important it is to keep talking and showing understanding, especially when things are tough. This experience helped me learn more about guest service standards and the importance of working together in my development (Mahafzah et al., 2020). This experience taught me how important it is to boost my confidence when dealing with customers.
Analysis: There was a problem with the technology in the kitchen that caused a chain of delays in serving food and drinks. When dealing with practical issues, I saw my supervisor being open, calm, and empathetic (Vallen, Vallen and Jerome, 2014). This event showed the importance of good communication, teamwork, and job management skills to ensure guests are happy. 
Conclusion: After thinking about it, I see that I could have helped the supervisor more if I had communicated more openly. The guests might not have been as unhappy if I had stepped in earlier and talked to them (Walker, 2021). Also, I should have been in closer contact with the kitchen to give customers more accurate information about their meals.
Action plan: If the same thing happened to me again, I would confidently talk to guests immediately to give them updates and reassurance. I would use communication skills when talking to people, like showing understanding and being calm and clear in my answers. 
I have learnt a lot about how to communicate, work with others, handle tasks, interact with customers, and provide excellent customer service in the food and beverage department through my professional experience and personal and vocational growth (ASET, 2017). The more experience I have in the field, the better I can change to new situations and give excellent service. 








[bookmark: _Toc182177704]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
It takes technical knowledge and work-based experience to provide excellent customer service in food and beverage operations. One's ability to speak, work together, and set priorities for activities directly affects how happy guests are and how well they are served. 
Communication skills: Good communication is essential for managing guests' expectations and ensuring operations run smoothly. For instance, when there was a delay in the kitchen, the supervisor talked to guests and showed empathy. Seeing this made me realise how important it is to be open and aware when dealing with challenging situations (Dollins and Stemmle, 2021). I have learnt that being polite and quick to respond are good ways to calm angry customers and keep their trust. 
Teamwork and guest service: Working together is essential in the food and beverage department because it directly affects the quality-of-service customers receive. During a hectic evening, I saw the food and beverage employees working together to meet customers' needs and speed up service (Cousins and Weekes, 2020). The supervisor showed how vital teamwork is by helping out when needed, ensuring service never stopped, and encouraging everyone to work together. 
Technical knowledge of health and safety standards: Health and safety rules are essential for people working in the food and drink industry, and knowing them can help employees and customers. The supervisor carefully reviewed everything, including the cleaning procedures and temperature checks (Fallon and Rutherford, 2010). This strict adherence to safety rules shows that technical knowledge is necessary for providing excellent service while lowering possible risks. 




[bookmark: _Toc182177705]Section 3: Reflection on Organisational Issues 
Reflection on the overall experience and identifying the issue: During my job at the Village Hotel Swindon, I noticed a big problem with staffing. This problem usually happened during busy times, like on the weekends or during significant events, because there were not enough staff members available or there were changes to the schedule that were not planned for (Fanthome, 2004). The department could not maintain high service standards because there were not enough employees to meet guest needs and requests. 
Impact of the issues on department performance: Staffing problems significantly affected the food and beverage department's work, how well they served guests, and how they ran in general. Service was slowed down because there were not enough people to do the extra work (Johnston, Clark and Shulver, 2012). The high number of guests to staff led to longer wait times, which made guests unhappy and sometimes led to complaints. 
Possible solutions to the issue: Using Herzberg's Two-factor Theory, I suggest a strategic way to plan the workforce to deal with this problem. This idea says that giving employees more chances to improve and praising their work publicly can effectively keep staff and lower turnover (Griffin et al., 2023). It might be possible to improve service consistency by stepping up training programs and making it easier for employees to improve in their careers. Ensuring the department has enough staff during busy times aligns with contingency theory, which focuses on changing resources to meet changing needs. Using predictive software to improve shift scheduling could help predict high demand and allocate resources better (Hagg, 2013). This method would reduce customer wait times, make them happier, and create a supportive workplace where workers feel valued and appreciated.




[bookmark: _Toc182177706]Conclusion and Action Plan 
Reflecting on my time at the Village Hotel Swindon, I realise how much I learnt about the job's principles, the technical side of the operations, and the standards for excellent guest service in the food and beverage department. Seeing technology service repair and real-time problem-solving helped me understand the importance of staying calm, working as a team, and keeping track of my tasks better. In the food and beverage department, it is essential to provide responsive and proactive service that makes customers happy and helps the team work together. 
Action Plan: 
	SMART Goals 
	Resources 
	Expected Impact
	Timeframe 

	Guest communication 
	Practising conversations with coworkers, training course and self-study materials 
	Better time management, happier guests, and operations that run more smoothly.
	2-4 months

	Build leadership skills 
	Coaching and mentorship, workshops and leadership conferences 
	More confidence, a stronger team, and a workforce ready for advancements.
	4-7 months 
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