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Introduction
The hotel where I completed my placement is the Premier Inn Stansted Airport. ​ The Food and Beverage (F&B) operation at this hotel includes managing breakfast services, handling customer complaints, and ensuring the overall guest experience is positive. ​ My learning objectives for the placement were:
· To understand the operational aspects of the F&B department. ​
· To develop skills in customer service and complaint resolution.
· To gain experience in managing and participating in breakfast service operations. ​
· To learn about the booking system and its management. ​


Section 1: Reflection on Experience and Personal Development ​
Description
During my placement, I shadowed a supervisory position in the F&B department. ​ My tasks included serving breakfast, managing operations related to changing sheets and linen, and handling customer complaints at the reception. ​ For instance, on 20th January 2025, I dealt with complaints about parking charges, room conditions, and menu availability. ​
Feelings
Initially, I felt overwhelmed by the volume of tasks and the responsibility of handling customer complaints. ​ However, as I became more familiar with the operations and received support from my colleagues, I started to feel more confident and capable. ​​
Evaluation
The experience of handling customer complaints was both challenging and rewarding. It allowed me to develop my problem-solving skills and understand the importance of effective communication. For example, dealing with complaints about room conditions and food quality helped me learn how to address guest concerns promptly and professionally. ​
Analysis
The placement experience significantly contributed to my understanding of work-based skills and technical knowledge required in the F&B department. ​ I learned the importance of teamwork, as seen during breakfast service where coordination with colleagues was crucial. ​ My previous academic journey and industry experience also played a role in shaping my approach to tasks and interactions with guests. ​
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge ​
Importance of Work-Based Skills ​
Work-based skills such as communication, teamwork, and task management are important for meeting guest service standards. During the placement, various situations required these skills. For example, on 21st January 2025, breakfast activities included cleaning, refilling, and tidying up. This experience demonstrated the importance of maintaining a clean and organized environment for guests.
Effective communication was crucial when coordinating with team members to ensure that all tasks were completed efficiently and up to standard. Clear communication helped prevent misunderstandings and allowed for a smoother workflow. Additionally, teamwork played a key role, as collaborating with colleagues ensured that all areas were attended to promptly and thoroughly, enhancing the overall guest experience.
Task management skills were also put to the test, as prioritizing responsibilities and managing time effectively allowed for the timely completion of duties. This not only met but exceeded the expectations of guests, contributing to their satisfaction and return visits. Moreover, handling unexpected issues, such as a sudden shortage of supplies, required quick thinking and adaptability, further showcasing the value of these essential skills in a hospitality setting.
Overall, this hands-on experience highlighted the significant impact that strong work-based skills have on maintaining high guest service standards and ensuring a positive and memorable experience for all visitors.
Technical Knowledge ​
Technical knowledge, like understanding the booking system and managing breakfast operations, is essential for the efficient functioning of the F&B department. On 20th January 2025, I familiarized myself with the booking system, which included registering, checking, and modifying bookings. This understanding enabled me to address guest inquiries and complaints more effectively.
By mastering the booking system, I was able to ensure a seamless check-in and check-out experience for guests, minimizing waiting times and enhancing their overall stay. Additionally, this technical expertise allowed me to efficiently update room allocations and manage overbookings, preventing potential conflicts and improving operational flow. Managing breakfast operations also benefited from this knowledge, as I could better coordinate guest preferences and dietary needs, ensuring a pleasant dining experience. This not only boosted guest satisfaction but also contributed to positive reviews and repeat business, underscoring the significance of technical proficiency in the hospitality industry.
Section 3: Reflection on Organisational Issues ​
Organisational Issue Encountered ​
One significant organizational issue I encountered was related to customer complaints about room conditions and food quality. For example, on 22nd February 2025, a couple complained about being cold in their room, the noisy heating system, and the quality of food in the restaurant.
Impact on Department's Performance ​
These complaints impacted the department's performance by highlighting areas that needed improvement, such as room maintenance and food service. Addressing these issues promptly was essential to maintain guest satisfaction and the hotel's reputation. ​​
Proposed Solutions ​
To address these issues, I suggest implementing regular maintenance checks for room heating systems and improving the quality and variety of food offered in the restaurant. Additionally, staff training on handling customer complaints effectively can enhance guest satisfaction.
Conclusion and Action Plan ​
The main insights gained from the placement include the significance of effective communication, teamwork, and technical knowledge in the F&B department. The experience of handling customer complaints and managing breakfast operations has notably contributed to professional development.
In future professional practice, the focus will be on enhancing problem-solving skills and maintaining a high standard of guest service. Specific steps will be taken, such as participating in additional training programs and seeking feedback from colleagues and supervisors, to further develop these skills.
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