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Novotel Birmingham Centre is an already established hotel providing a restaurant, bar and in-room dining amongst the food and beverage services. In this industry, the food and beverage department are critical in propelling guest experience to a great height of high-quality service standards (Walker, 2021). I was placed in this department as a shadow for the supervisory role, which gave me insights into leadership, operations and guest satisfaction strategies the department has.
Learning Objectives:
· To allow the development of teamwork, communication, and task management skills based on work.
· To develop technical knowledge regarding food service operations and guest service standards.
· To Analyse an organisation's issue of concern relating to food and beverage operations and suggest a solution.
· To reflect on personal and vocational development within the hospitality industry.
[bookmark: _Toc190295106]Section 1: Reflection on Experience and Personal Development
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Figure 1: Gibbs’ Reflective Cycle
Source: (Adeani et al., 2020)
Description: While working as a placement I worked under a food and beverage supervisor. Operational efficiency was important to be maintained by the supervisor to fill the gap between the kitchen and the front-of-house staff (O'Fallon and Rutherford, 2010). I witnessed how they divided labour, managed manic service hours and numerous hurdles like orders from the kitchen arriving late, meals mistakenly delivered, and stinky guests. My job included taking care of seating the guests, checking the table service and making sure I met the customers’ requests as soon as possible (Vallen and Vallen, 2014). I also attended pre-service meetings, VIP booking and any operational challenges. 
Feelings: I was excited and apprehensive at the starting point of my shadowing experience. At first, I felt so pressured, but the truth was that during the peak service hours when customers' demands were high, I was constantly pressured by the height of the pressure. Multitasking and managing real-time challenges gave me a feeling of insecurity (Adeani et al., 2020). But as placement went on, I got better with the department’s rhythm and increased my comfortability with my observational and communication skills. 
Evaluation: In my experience, I gained a good idea as to how teamwork is needed in hospitality. I noted that in most cases how much a team works with their supervisor is pretty much just dependent on how good or bad they are at communicating and coordinating with them (Johnston et al., 2012). The biggest challenge I experienced was the language difference between the staff and the guests. One of Novotel Birmingham Centre’s targets is to attract an international clientele, hence there may sometimes be miscommunication and incorrect orders, service delays, or guest dissatisfaction. 
Analysis: Many aspects stem from food and beverage management that deserve mention, one of which is the role of leadership, problem-solving, and guest engagement (Hagg, 2013). A learning point was determined that supervisors were both facilitators and problem solvers. I noticed how the supervisor soon reallocated others when it ran short during a busy service period to curb any further crashes. However, for supervisors, there is a need to be very aware of health and safety regulations (Johnston et al., 2012). On top of that, they need to be aware of restaurant policies, POS (Point of Sale) systems and food preparation norms to optimise fines for their food teams. 
Conclusion: The experience has given me a better understanding of the supervisory responsibility in the food and beverage industry at Novotel Birmingham Centre. I realised that leadership is more than command, there is effective communication, teamwork, and problem-solving for instance. To manage guest service well, one has to possess the right kind of mingling that includes interpersonal skills as well as the right kind of technical knowledge. 
Action Plan: Going forward, I will train and gain experience working in high-pressure situations to better manage them. Along with this, I will study conflict resolution techniques and try to observe best practices in guest management to help me develop my skills in solving problems. I also intend to develop my communication skills including active listening and learning more about other ways of managing guest complaints and handling cross-cultural issues more appropriately.
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Work-based skills constitute an important factor in ensuring high service standards in the food and beverage industry (ASET, 2017). They are necessary competencies for smooth restaurant operations which include communication, teamwork and task management. Schön’s Reflective Practice Model (1983) is built along the line that one becomes an expert through constant learning and practice, and so one needs to hone these skills in actual world settings. During my placement, I noticed the usefulness of these competencies in providing a good dining experience. I observed the server, kitchen staff and supervisor working together in a way that led to faster preparation and serving of dinner (Martin, 2020). On the other hand, service delays and the dissatisfaction of guests were due to miscommunication. Another important aspect of the role was effective teamwork. 
Another key skill that I saw was managing tasks and, especially, the busy periods of service. I learned about guest service strategies like customising the dining experiences to match the guest’s personal preference. POS (Point of Sale) system learning was used to speed up service, as well as make the transactions more accurate, through order management (Martin, 2020). I also learned about health and safety standards specifically HACCP (hazard analysis critical control points) that are fundamental to the implementation of food safety compliance (Wood, 2013). I learned from my observation how supervisors monitor stock levels and order on time before shortages can occur.
On the other hand, the theoretical concepts also helped in understanding service quality and employee motivation. According to Maslow's Hierarchy of Needs, guests want not only food but also comfort and the feeling of being within a friendly environment, so high-quality service is rather important (Gopalan et al., 2017). Similarly, in Herzberg’s Two-Factor Theory, staff motivation is emphasised to maintain high performance (Gopalan et al., 2017). If the staff is motivated, they will interact better with the guests and provide better service.
[bookmark: _Toc190295108]Section 3: Reflection on Organisational Issues
One of the major organisational challenges I noticed at the placement was the lack of employees and the high employee turnover rate. During peak hours, the food and beverage department has always suffered from a shortage of staff availability (Cousins and Weekes, 2020). It caused the existing employee workload to increase and sometimes caused guest dissatisfaction with service times to extend out (Fanthorne, 2004). The staff itself was also not perfectly healthy since they were overworked as well, and therefore they were also feeling burnout, which did not boost efficiency or morale at all. There were also high turnover rates, and new employees were continually being forced to undergo training costs and inefficiencies. To address these issues, some approaches can implement better recruitment and retention strategies. According to Vroom’s Expectancy Theory, the alignment of employee rewards within reward functionality to performance increases motivation and decreases turnover (Vroom et al., 2015). 
Training programmes could enhance this and bridge the skill gap as well as improve overall service quality. Further, technological integration can increase the efficiency of food and beverage operations (Cousins and Weekes, 2020). If the organisation invested in automation like self-service kiosks for order placement, the workload for the staff could be reduced and customer experience too can be enhanced.
[bookmark: _Toc190295109]Conclusion and Action Plan
From my placement experience, I understood some of the operational challenges and how they are handled in the food and beverage industry. My experience taught me that supervisory roles need some or all these facets of leadership, problem-solving and technical expertise. Mandatory skills include working base skills such as communication, teamwork and task management to continue monitoring service standards. I want to broaden my technical knowledge in revenue management and cost control as well as the financial side of food and beverage operations to help me better intervene in the financial side of the food and beverage operations. I intend to apply my guest-centric research skills to understand customers’ behalf to interpret and use data analytics in anticipating customers’ market preferences and offering better services. 


[bookmark: _Toc190295110]References
Adeani, I.S., Febriani, R.B. and Syafryadin, S. (2020) ‘Using Gibbs’ reflective cycle in making reflections of literary analysis’, Indonesian EFL Journal, 6(2), pp. 139–148.
ASET (2017) Good Practice Guide for Work-Based and Placement Learning in Higher Education. Sheffield: ASET.
Cousins, J. and Weekes, S. (2020) Food and Beverage Service. 10th edn. London: Hodder Education.
Fanthorne, C. (2004) Work Placements – Survival Guide for Students. Basingstoke: Macmillan.
Gopalan, V., Bakar, J.A.A., Zulkifli, A.N., Alwi, A. and Mat, R.C. (2017) A review of the motivation theories in learning. In Aip conference proceedings (Vol. 1891, No. 1). AIP Publishing.
Hagg, E. (2013) Internship Guide: Work Placements Step by Step. 5th edn. The Hague: Eleven International Publishing.
Johnston, R., Clark, G. and Shulver, M. (2012) Service Operations Management: Improving Service Delivery. 5th edn. London: Pearson.
Martin, A. (2020) The Practical Guide to Understanding and Raising Hotel Profitability. Abingdon: Routledge.
O'Fallon, M.J. and Rutherford, D.G. (2010) Hotel Management and Operations. Hoboken, NJ: John Wiley & Sons.
Vallen, G.K. and Vallen, J.J. (2014) Check-In Check Out: Managing Hotel Operations. 9th edn. Harlow: Pearson Education Limited.
Vroom, V., Porter, L. and Lawler, E. (2015) ‘Expectancy Theories’, in Organizational Behavior 1. London: Routledge, pp. 94–113.
Walker, J.C. (2021) Introduction to Hospitality. 8th edn. Harlow: Pearson Education Limited.
Wood, R.C. (2013) Key Concepts in Hospitality Management. London: SAGE Publications Ltd.

6

image1.png
- -»
~
~
f \
'
I
|
Action Plan ]
¥
.
e




image2.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





