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[bookmark: _Toc168673117]Overview of the hotel's Food and Beverage operation 
The food and beverage operations at “Delta by Marriott Cheltenham Chase Hotel” are emphasised offering a high-quality dining experience to guests. The main restaurant at the Hotel is Hardy’ which serves a wide range of traditional British cuisines along with international flavours. Hunter’s Bar and Lounge is known for its diverse menu of cocktails, local ale, wines, mocktails, snacks and light meals (marriott.com, 2024). Guests can also avail food and beverage services in their rooms using room services. The hotel is also offering catering services for events, weddings and conferences with customisable menu items.
The key learning objectives for the placement in food and beverage operations are to gain an understanding of service standards, kitchen operations, beverage knowledge and development of operational and communication skills. Placement at “Delta by Marriott Cheltenham” offered me valuable experience in the hospitality industry.


[bookmark: _Toc168673118]Section 1: Reflection on Experience and Personal Development 
Kolb’s reflective cycle has been used for reflecting on experience and personal development at Delta by Marriott Cheltenham.
Concrete experience: I shadowed the role of supervisor in the food and beverage department of the Delta by Marriott Cheltenham. I was responsible for managing day-to-day activities such as workflow management, team coordination, problem-solving and guest interaction. I also learnt about health and safety regulations, service quality standards and staff training requirements for effective food and beverage operations.
Reflective observation: I have realised from my experience that it is a critical role which ensures smooth operations across the department. Supervisors are responsible for communicating policies and standards effectively with staff and guests (Ugwu et al., 2022). They also need the ability to make quick decisions in diverse situations. I have also noticed the importance of leadership skills to manage team efficiency and morale.  
Abstract conceptualisation: My experience has highlighted some key factors such as leadership, teamwork, customer services, technological knowledge and operational skills affecting the food and beverage operations in large hotels. Supervisors work as leaders to ensure team coordination and informed decision-making. Their ability to handle guest requests and complaints determines the quality of customer service (Boukis et al., 2020). Technical knowledge includes an understanding of health and safety regulations, table setting, beverage pairing and menu details. I also observed that inventory control and staff training are key components of a well-functioning food and beverage department.
Active experimentation: This placement experience has highlighted my areas of personal and professional development. For instance, I need to develop leadership skills, and operational skills to enhance customer service and expand my technical knowledge. I can enhance my leadership abilities by participating in group projects. I can participate in hands-on practices to master operational skills required for food and beverage operations. I can also keep expanding my knowledge by staying updated with beverage trends, cooking techniques and safety regulations. Active listening and empathy can be practised to enhance guest experience. 



[bookmark: _Toc168673119]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Work-based skills and technical knowledge are critical to the role of supervisor in the food and beverage department at “Delta by Marriott Cheltenham”. 
Work-based skills
Key work-based skills I encountered while shadowing the supervisor were leadership, teamwork, time management and customer service skills. Leadership and teamwork skills are crucial for managing staff engagement and performance efficiently (Mazzetti and Schaufeli, 2022). I have felt that the supervisor's ability to motivate people, give instructions and allocate tasks helps in managing consistent operations on busy work days. Customer service skills include communication, empathy and active listening skills to handle guest complaints (Ajibola, 2021). A calm and positive approach to customer queries and complaints enhances the guest experience. At the same time, time management is also crucial for significant to manage workflow during peak hours.
Technical knowledge
I observed the technical knowledge required by the supervisor to handle different situations during the work. For instance, the supervisor used menu details and knowledge of food to suggest wine pairing, explain menu items and accommodate special diet requests of guests. Similarly, the mixology and beverage knowledge of the supervisor contributed significantly to guest enjoyment on a busy evening at the bar.  Knowledge of health and safety compliances helps in adhering to hygiene and food safety practices (Kamboj et al., 2020). This knowledge is mainly used during health inspections to ensure compliance and safety standards during evaluations. 
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Kolb’s reflective model has been used to analyse the organisational issues in the food and beverage department of “Delta by Marriott Cheltenham”.
Concrete experience: While shadowing the supervisor at the hotel, I noticed several organisational issues such as high staff turnover, inexperienced staff, limited staff, reliance on zero-hour contracts, and weekly ROTA planning. These challenges were mainly arising due to poor staff management and weak HR policies. Despite these challenges, there were positive team dynamics and operations were managed efficiently using available resources. 
Reflective observation: I witnessed the impacts of staffing issues on the different areas of food and beverage operations. Inexperienced and insufficient staffing resulted in service quality issues. It also contributed to delays in serving orders and inconsistent services. In the long run, it can affect guest experience and loyalty. The high workload due to staff shortage was creating pressure on the employees (Wen et al., 2020). The supervisor faced difficulties in maintaining service standards due to inexperienced staff and fluctuations in staffing levels. The team was working hard to maintain service quality however, operational issues were affecting guest experience and service efficiency. 
Abstract conceptualisation: I have concluded from my experience that issues identified in the food and beverage department are aligned with the theories of human resource management and organisational behaviour. “Herzberg’s two-factor theory” states that hygiene factors such as organisational policies and work conditions can lead to job dissatisfaction (Peramatzis and Galanakis, 2022). Zero-hour contracts and unstable schedules can be the reason for job insecurity among staff members. “Maslow’s hierarchy of needs” states that security and belonging needs are crucial for higher employee motivation (Mustofa, 2022). The staff lack job security and a sense of belonging due to zero-hour contracts and constant work pressure. 
Active experimentation: In my opinion, there can be several solutions for tackling the staffing issue at “Delta by Marriott Cheltenham”. Recruitment and retention strategies can be enhanced to increase job security and employee loyalty. Training programs for existing staff and mentorships for new staff can be useful in enhancing the skills and confidence of staff. Workplace planning can be used to manage staff requirements at peak hours. Flexible scheduling can offer work-life balance to staff (Wöhrmann et al., 2020). Open communication and team-building activities can strengthen team dynamics and a sense of belonging. 
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	Areas of improvement
	Specific strategies
	Action steps
	Alignment with personal development goals
	Timeline

	Personal skills
	· Set clear personal development goals
· Participate in training and development programs
· Learn from experiences
	· Access online resources 
· Enrol online hospitality management courses
· Consider feedback from peers and seniors

	Lifelong learning and personal growth for professional success.
	3 months

	Guest Services
	· Develop customer service skills
· Analyse customer feedback
· Expand technical knowledge
	· Participate in customer service training programs
· Make improvements based on customer feedback
	Enhance guest service standards and technical knowledge
	6 months

	Operations management
	· Prioritise training and time management
· Use task management software
	· Selection of the right operation management tools and approaches
· Participate in management training
	Improved operational efficiency and multi-tasking abilities
	3 months

	Leadership
	· Improve communication and teamwork skills
· Practice various leadership styles 
	· Participate in group activities
· Enhance communication with team members
	Leadership capabilities are needed for career advancement
	6 months


Table 1: Future Action Plan
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Thus, I conclude from my experience of working in the food and beverages department that the role of supervisor is important in managing daily operations and ensuring service efficiency. I need to work on my work-based skills and technical knowledge are critical components to address organisational issues affecting the service quality in the hospitality industry.


[bookmark: _Toc168673123]Reference List
Ajibola, A., 2021. The Relationship between Organizations’ Response to Customer Complaints, Customer Trust, and Loyalty. Minnesota State University, Mankato
Boukis, A., Koritos, C., Daunt, K.L. and Papastathopoulos, A., 2020. Effects of customer incivility on frontline employees and the moderating role of supervisor leadership style. Tourism Management, 77, p.103997.
Kamboj, S., Gupta, N., Bandral, J.D., Gandotra, G. and Anjum, N., 2020. Food safety and hygiene: A review. International Journal of Chemical Studies, 8(2), pp.358-368.
marriott.com. 2024. Dining at Delta Hotels by Marriott Cheltenham Chase | Marriott Bonvoy. Available at: https://www.marriott.com/en-us/hotels/glode-delta-hotels-cheltenham-chase/dining/ (Accessed: 7 June 2024).
Mazzetti, G. and Schaufeli, W.B., 2022. The impact of engaging leadership on employee engagement and team effectiveness: A longitudinal, multi-level study on the mediating role of personal-and team resources. Plos one, 17(6), p.e0269433.
Mustofa, A.Z., 2022. Hierarchy of human needs: a humanistic psychology approach of Abraham Maslow. Kawanua International Journal of Multicultural Studies, 3(2), pp.30-35.
Peramatzis, G. and Galanakis, M., 2022. Herzberg’s motivation theory in workplace. Psychology, 12(12), pp.971-978.
Ugwu, F.O., Onyishi, E.I., Anozie, O.O. and Ugwu, L.E., 2022. Customer incivility and employee work engagement in the hospitality industry: roles of supervisor positive gossip and workplace friendship prevalence. Journal of Hospitality and Tourism Insights, 5(3), pp.515-534.
Wen, B., Zhou, X., Hu, Y. and Zhang, X., 2020. Role stress and turnover intention of front-line hotel employees: the roles of burnout and service climate. Frontiers in psychology, 11, p.36.
Wöhrmann, A.M., Dilchert, N. and Michel, A., 2020. Working time flexibility and work-life balance. Zeitschrift für Arbeitswissenschaft, 75(1), pp.74-85.
2

