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[bookmark: _Toc192246113]Introduction
Serving excellent meals to hotel guests is the responsibility of the Food & Beverage division of IBS Stratford. Important since it guarantees the satisfaction of the guests and the hotel's reputation, this department consists of the restaurant division, banquet division, and the facility of ordering meals in the guests' rooms (Cousins and Weekes 2020). The quality of the department's good services will enable the hotel to maintain its opulent reputation. The position in this department gave me a realistic opportunity to picture myself in a managerial role coordinating operations and customer support as well as the team in the general running of the company within a highly successful agile atmosphere.

Some of the key learning points that were learned during this placement are the following:
· To acquire the applicable working experience in the food and beverage industry.
· To improve the ability to communicate and work as a team, especially at the supervisory level.
· To obtain detailed knowledge of different degrees of guest service.
· To gain knowledge of hygiene and service conditions applicable to the food processing industry.
· To enhance the staff’s problem-solving skills in the live service context.










[bookmark: _Toc192246114]Section 1 Reflection on Experience and Personal Development 
This reflection is based on Gibbs’ Reflective Cycle (1988), which facilitates the analysis of the experiences through six stages, including Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (ADOM, 2022). This model is chosen instead of others like KOLB’s Learning Cycle 1984 and Schön because, in the same manner, it helps one to think critically and self-reflect, which implies considering the material and experience from a broader perspective.
Description
As a part of my work experience, I followed Jania a Food and beverage supervisor at IBS Stratford. Some of the jobs I could perform were monitoring the implementation of service standards, coordinating with other workers, and facilitating communication between the front-of-house staff and the chefs (Hagg, 2013).
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Figure 1: Gibbs’ Reflective Cycle
Source: (Aneeis Hashim et al.., 2023).
Feelings
At first, I was challenged by the timeliness and stringent pressure as a student at the university. However, I found it useful to acquire that kind of exposure since I gained confidence in how to interact with the guests and the operational issues.
Evaluation
Good things observed included supervisors encouraging staff and maintaining proper service delivery. Nevertheless, some difficulties emerged in managing the high traffic, which demanded fast decision-making (Fallon and Rutherford, 2010).
Analysis
It proved the significance of team coordination, organisational skills, and reporting in the context of hospitality. Policies on food safety legislation and demeanour while interacting with guests were critical factors that helped meet the guests' expectations.
Conclusion  
One thing that I could have done better was to be more involved in actively solving problems during service malfunctions.
Action Plan
In future career, I will try to be more involved in decision-making and disputes to enhance my supervisory skills.
[bookmark: _Toc192246115]Section 2 Critical Analysis of Work-Based Skills and Technical Knowledge 
Description
While shadowing in IBS Stratford’s Food & Beverage department, I witnessed how the supervisors navigated through the day and interacted with the employees and guests while striving to uphold the Michelin-starred service level. Attributes like table service, menu knowledge, and mastering the art of selling were critical in delivering a quality guest experience (ASET, 2017).
Feelings
At first, I was shocked by the working speed and high expectations from personnel as I saw how quickly supervisors dealt with guests’ complaints and exceptions. However, I changed with time and learned to appreciate details, particularly in technical and service delivery aspects (Johnston et al., 2012).
Evaluation
One of the most memorable incidents was when a guest demanded a meal not on the menu and how the supervisor tackled the situation. Instead of just saying sorry, they proposed an appropriate substitution, described the ingredient, and made certain the guest of honour felt respected—this illustrated that the aspects of the ‘thinking’ and ‘knowing’ skills that are important in the hospitality industry concern problem-solving and customer information.
Analysis
This experience showed me that work-related skills such as communication, teamwork, and multiple-tasking are essential in top-end hospitality services (Walker, 2021). Understanding of music in wine pairing, caution to allergens, and satisfactory dining services improve the guest relationship to support IBS Stratford’s quality.
Conclusion & Action Plan
The placement underscored the need to continue working on his skills regularly. In the future, I aim to embrace more knowledge on fine dining service related to foods and how to liaise with guest relationship management in order to continuously exhibit luxury hotel services.
[bookmark: _Toc192246116]Section 3 Reflection on Organisational Issues 
While shadowing in the Food and Beverage department of IBS Stratford, I discovered one major organisational challenge: the lack of manpower during certain operating periods. This led to a high workload for employees, delays in service delivery, and sometimes declined guest satisfaction.
Description
This was evidenced on several occasions, particularly during important occasions and the afternoon tea service, when there was a significant shortage of staff, which led to long wait times for customers and affected the rate of service delivery.
Feelings
This led to stressful conditions for supervisors and staff, low morale, and sometimes a lack of smooth communication between these two categories of employees. This was evident as it observed the issues of managing a virtual workforce.
Evaluation
Although the team members worked effectively as a team, the lack of staff has been a drawback in providing the quality and flawless service associated with the IBS Stratford brand. This led to the inability to achieve or sustain the recommended guest-to-staff ratio, which compromised the welfare of the employees as well as the satisfaction of their guests (Martin, 2020).
Analysis
In Herzberg’s Two-Factor Theory, inadequate staffing influences people's motivation and performance (Galanakis and Peramatzis, 2022). However, the following measures could be employed by the hotel to try and reduce this problem:
· More effective schedules help plan for the staff using the predictive models in advance (Vallen and Vallen, 2014).
· Engaging cross-training schemes so that tasks are flexible among employees.
· Temporary employees to address daily and particular workloads excessively at specific periods.
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[bookmark: _Toc192246118]Enhancing Workforce Management for Improved Productivity
Good people management determines both guest pleasure and employee performance. Staffing plans call for predictive scheduling, cross-training, and recruiting temporary personnel at busy times to increase operational effectiveness. Well-distributed work reduces staff stress, increases job happiness, and enhances service quality, promoting the hotel's luxury image.
[bookmark: _Toc192246119]Investing in Employee Training and Development
Training courses in operational effectiveness, customer service, and conflict resolution enable staff members to manage high-demand events effectively. Constant training helps staff grow in confidence so they may provide outstanding service and raise morale. Training in supervisor leadership might help improve team performance and cooperation.
[bookmark: _Toc192246120]Leveraging Technology for Operational Efficiency
Using digital scheduling and real-time work allocation technologies will help maximise operational effectiveness, improve communication, and employ the best resources. This will expedite decisions and remove service delays, therefore raising guest happiness.
[bookmark: _Toc192246121]Preserving Guest Service Quality
IBS Stratford could maintain its premium hotel status by concentrating on development and efficient labour management. A motivated, well-run team will immediately enhance guest experiences, attesting to the hotel's excellent caliber of service.
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The shadowing in the Food and Beverage department of IBS Stratford has proven to be very helpful in acquiring many relevant work-related skills, such as communication skills, teamwork, and managing tasks. I learned part of technical communication in operating food safety, service standards, and guest expectations.  This has broadened my knowledge of offering splendid and quality services to guests and helped me build my career goals of operation and leadership in the hospitality industry.
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	Goal
	Action
	Timeline
	Resources Needed
	Expected Outcome

	Improve leadership skills
	Seek additional shadowing opportunities in supervisory roles
	3-6 months
	Mentors, supervisor feedback, workshops
	Enhanced ability to lead teams effectively

	Enhance communication skills
	Attend communication and conflict management workshops
	2-3 months
	Online courses, seminars
	Improved communication with colleagues and guests

	Deepen knowledge of food safety
	Participate in food safety and service standards training
	1-2 months
	Training programs, certifications
	Better adherence to food safety standards

	Gained experience in operational tasks
	Volunteer for extra tasks related to operational management
	Ongoing
	Managerial support, team collaboration
	Increased understanding of department operations
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