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[bookmark: _Toc189846633]Introduction
In the competitive and dynamic hotel business landscape of the UK, Ibis Nottingham Hotel has been offering a 2-star hospitality experience. The Hotel is located at the heart of the historical Lace market in Nottingham with nightlife and shopping at the doorstep (Accor, 2025). The Hotel’s food and beverage operation has been extensively focused on offering customers various meal choices and breakfast is offered in a buffet system which provides customers with various preferences. 
The learning objectives for the placement in the department are:
· Gaining hands-on experience in preparing as well as serving food.
· Nurture customer service skills in the dining and reception settings
· Acquiring good knowledge about managing dinner services and buffer setups 
· Raise knowledge of safety standards and food hygiene in hotels.
[bookmark: _put0tbvydt00][bookmark: _Toc189846634]Section 1: “Reflection on Experience and Personal Development”
While reflecting on the experience of shadowing a supervisory role at Ibis Nottingham Hotel in the food and beverage department, I preferred Kolb’s reflective model. 
Concrete experience- In the placement event, I got a good prospect of observing and working in conjunction with the supervisory team in both the food and beverage and reception areas. I made breakfast in the buffet to ensure that all recipes were promptly refilled. During the dinner, I prepared cheese toast, pasta and pizza in addition to seamless food servicing that required inspecting customers’ satisfaction and managing specific requests. 
Reflective Observation- During shadowing the supervisor role, I realised the significance of leadership and communication skills to ensure seamless operations. Stringam and Gerdes (2021), stated that the supervisor required interacting with the front-line staff and kitchen team members to ensure that things were running effectively. I have acknowledged that attention to detail in preparing food, addressing cleanliness standards and managing customer expectations is crucial for service excellence. Handling customer inquiries and food preparation requires prioritisation. 
Abstract conceptualisation- The real experience made me realise the need for technical expertise like portion controlling, customer service protocols and food safety regulations to maintain high standards. As stated by Rasulov (2024), effective adaptability and problem-solving are important for handling customer complaints and addressing significant delays in food service.
Active experimentation- I am planning to implement my learning by taking responsibilities in the future like supporting in managing service proceedings and helping teammates to resolve customer complaints. I would like to stress nurturing time management and communication skills with the priority of improving operational efficiency and customer satisfaction.
[bookmark: _7ld9hxeizgnc][bookmark: _Toc189846635]Section 2: “Critical Analysis of Work-Based Skills and Technical Knowledge”
While placed in Ibis Nottingham Hotel, I got the opportunity to acquire invaluable insights about the significance of technological knowledge and work-based skills needed to maintain a high standard in the Food and Beverage Department. According to Stevens and O'Reilly Duffy (2023), work-based learning initiatives have been the main tool for the recruitment and retention of employees and an outstanding opportunity for employees' development. I would like to mention that in my work-based job at the Ibis Nottingham Hotel in food preparation and reception, I could refine and nurture my skills in guest service, personal skills, task management, teamwork and communication. 
As depicted by Vasilakakis and Sdrali (2023), effective communication seems crucial in hotel work, specifically in the food and beverage department. Considering my experience, concise and clear communication between the service team, customers and kitchen staff is crucial for ensuring smoothness in operations. In terms of controlling the buffet and taking orders in dining services, confirming all are on the same page convincingly lowers delays and errors (Greenberg, 2021). Communication skills were emphasised in my academic progress when I focused on interpersonal communication and my previous placements while I functioned in customer-focused roles. 
As opined by Mandić et al. (2023), in hotel settings, working in a team has been an integral part in terms of providing an impeccable customer experience. While conceptualising teamwork in hotel settings, I found that the supervisor requires accountability to manage the team, ensuring all members are performing their assigned tasks proficiently to maintain a positive work environment. Whether it is refilling the buffer or preparation of menus for dinner, I noted that collaboration holds the key. 
In terms of task management, I have found that controlling manifold tasks in the concurrent time has been important in both dinner and breakfast services. I focused on tasks to ensure that the buffer is refilled punctually and all orders in the dinner are made as well as served timely. My earlier experience and academic progress in operational efficiency and time management supported me in understanding the importance of task management to ensure effective customer satisfaction through smooth services. 
During my placement, I was opportune to improve my adaptability, problem-solving and attention to detail skills to handle customer issues and requests. I acknowledged that offering good customer service favours fulfilling fundamental requirements by anticipating customers' expectations and developing positive experiences. This aligns with academic studies on service excellence and customer satisfaction in which I acquired theoretical knowledge which I implemented in real work settings while I was placed in the Ibis Nottingham Hotel. 
[bookmark: _k2ptdd9jmyv7][bookmark: _Toc189846636]Section 3: “Reflection on Organisational Issues”
While I was placed at the Ibis Nottingham Hotel, I found various issues at the staff levels in the main Food and Beverage Department, which gained prominence mainly in peak hours like dinner and breakfast. As depicted by Charpin et al. (2021), due to insufficient staffing during busy hours, delays occur in replenishing essential menus in the buffer and making meals which in turn affects customer experience adversely. Yani and Wirawan (2022) stated that as employees get overly burdened, service delivery gets slow which negatively impacts department performance and hence dissatisfied customers. I think the issue is related to lean management theory which focuses on the significance of eradicating waste, maintaining service excellence and improving efficiency. Low staffing created inefficiencies creating critical bottlenecks. The most effective solution to this can be staff forecasting as well as scheduling stuff for peak times to ensure a perfect balance of workload. Further, as stated by Waaje et al. (2025), the implementation of cross-functional training can be effective in allowing employees to perform various roles like food servicing and preparation, improving flexibility and lowering response time during rush hours. In addition, using feedback from staff can be effective in understanding their issues and accordingly making adjustments in management decisions which in turn can reduce turnover alongside improving morale level to contribute to better performance in Ibis Nottingham Hotel. 
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I would like to infer that my placement at Ibis Nottingham Hotel has been effective in providing strategic insights about the vitality of effective teamwork, task management and communication in reception and mainly in the food and beverage department. I acquired hands-on experience in managing customer expectations, understanding operational challenges and improving service delivery to enhance my personal and technical skills. 
	Skills to Develop
	Strategies Taken
	Resources Required
	Evaluation Process
	Time Required

	To develop problem-solving skills
	I must take strategic initiatives to resolve operational problems during work-based services facing customers
	I require mentorship and feedback in real-time
	I must prioritise monitoring response time and efficiency of solutions
	1 Month

	To develop customer service skills
	I would be involved in role-playing to handle various customer service situations
	I must take training in customer service and engage in rigorous practice
	I must take customer feedback through surveys and evaluations of supervisors.
	3 Months

	To develop my teamwork skills
	I would like to take part in team meetings or group-based work. 
	I require collaborative projects
	I would prefer to get supervisor feedback
	2 Months

	To enrich team management expertise
	I would like to use task prioritisation software or tools.
	I require scheduling tools and training on time management
	I must track task completion time
	3 Months


Table 1: Action Plan for Skill Development
(Source: Self-Developed)
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