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Food and Beverage Learning Log

I am currently learning how to manage the food and beverage department of Marriott County Hall in London (Marriott, 2024). The model of reflection I will be using is Gibbs' Model of Reflection (The University of Edinburgh, 2024). The food and beverage department includes a restaurant, a bar for drinks and cocktails, a library which is utilised during breakfast hours from 6:30 am to 11 am, and for afternoon tea from 3 pm to 7 pm, and the M Club. The M Club is exclusively available to Platinum, Titanium, and Ambassador members. Other guests who wish to enjoy the club's amenities, which include drinks and snacks and operates 24/7, are required to book and pay a daily fee of £80 (Marriott Bonvoy, 2024). The same requirements and fees apply to access the library, with rates ranging from £65 to £80. However, the restaurant and bar are open to all guests as well as walk-ins.
My learning objectives in the food and beverage department include acquiring proficiency in food safety and hygiene practices to ensure a safe environment for guests (Cumella, 2024). Additionally, I aim to familiarise myself with various food presentations and cuisines, enhance my skills in customer service such as greeting, seating guests, taking orders, and addressing their needs courteously and promptly.
Moreover, I seek to expand my knowledge of both alcoholic and non-alcoholic beverage selections to offer informed recommendations to guests. Lastly, I aim to develop teamwork, effective communication (Morgan, 2021), and problem-solving abilities essential for managing the fast-paced restaurant environment, enabling me to handle guest complaints and unforeseen challenges during service.
 (Qubein and Kartashova, 2024). I had a list of all clients that were not supposed to pay. Outside guests or inhouse guests that were not hotel members were charged £24 for breakfast. During lunch or dinner all guests have to pay regardless of their hotel membership. In my previous experience at level 4, I never greeted nor checked any lists, I just took orders and served guests. 
My experience shadowing the food and beverage manager, Rami, was both enriching and fulfilling. Throughout my time, I gained insight into the meticulous attention to detail required in managing various aspects, including accommodating, food allergies, handling reservations, and recognising clients' hotel memberships during breakfast service. 
The food and beverage manager demonstrated to me the different methods for making reservations at the restaurant or bar. These methods include using the Marriott website, as well as third-party platforms such as TheFork (TheFork, 2024) and Quandoo (Quandoo, 2024). Guests prefer using these websites to reserve tables at the restaurant because they can obtain discounts through them. As a result, Marriott pays a commission to these platforms for directing clients their way
One crucial skill I acquired was gracefully managing guest expectations, particularly in politely turning away individuals without reservations when the restaurant is fully booked. I would inquire if they had made a table reservation, and if not, I would express regret and assure them of availability at a later time.
On one occasion, I was assigned with the role of hosting both breakfast and lunch. I was both excited and nervous at the same time. The fast-paced environment and the professionalism of the staff were both impressive and slightly intimidating. My responsibilities included warmly welcoming guests to Marriott County Hall, acknowledging their choice of venue, and verifying their hotel membership status and room number. This step was pivotal, as patrons with Platinum, Titanium, and Ambassador memberships were entitled to complimentary breakfast, as outlined by Qubein and Kartashova (2024). On the other hand, non-member guests, whether from outside or in-house, were charged £24 for breakfast. Lunch and dinner services required all guests to settle their bills, irrespective of membership status.
This experience marked a significant departure from my previous role at level 4, where my interactions primarily involved taking orders and serving guests. Under Rami's guidance, I learned the importance of ensuring guest comfort and remaining vigilant to address any arising issues promptly. His constructive feedback, provided in a courteous manner, proved invaluable in refining my approach. Instances such as neglecting to provide menus to a family of four at their table or inadvertently seating guests at an uncleared table underscored the high standards expected in a prestigious 5-star hotel, where customer satisfaction is paramount.
As I previously stated, the knowledge I have gained in the past few weeks has been priceless. This experience is unattainable through reading books or going to class; you really have to experience it in person. I’ve learned about teamwork, how to be flexible and adaptable to any unexpected circumstance, how to take self-initiative and demonstrate leadership, and also the importance of respecting your workmates, which includes their diversity and inclusion (LinkedIn, 2024). No one is to be left out; we are a team working together to get the job done.
Throughout the last two weeks, I learned a great deal about the intricacies of food and beverage service in a high-end hotel setting. I observed how the staff prioritised attention to detail, efficiency, and exceptional customer service at every stage of the dining experience. Before lunch, the food and beverage manager tell the staff about the number of clients and food availability, as well as any guest food allergies. Every aspect is analysed, the manager is open to any questions and feedback. The Marriott County Hall wants to make the customer to feel an unbelievable experience, they want clients to come back time and time again (Anderson, n.d). 
Reflecting on my observations, I have come to realise the significance of effective communication for ensuring seamless and efficient service delivery. The coordination between the front office and food and beverage departments is particularly impressive. They maintain clear communication channels through various platforms such as WhatsApp groups, Outlook, email, and direct phone lines. Furthermore, their interactions are characterised by mutual respect.
I also took note of Marriott's exceptional standards in customer service, cleanliness, hygiene, and presentation. These standards are crucial for upholding Marriott's esteemed reputation.
I have also noticed that many Chinese guests prefer to have a Chinese-style breakfast. However, Marriott County Hall currently does not offer such a breakfast option. I believe this is a missed opportunity, especially considering that a significant portion of their clientele (40%) is Chinese. If I were in charge, I would make it a priority to accommodate our Chinese guests by offering them a Chinese breakfast if they book it at least one week in advance, because not all Chinese clients want a Chinese breakfast, this allows our kitchen staff adequate time for preparation. Their typical breakfast includes items such as pancakes with eggs, dim sum dumplings, and steamed buns (Cindy, 2024).
To further enhance my experience in food and beverage operations, I plan to seek additional opportunities for hands-on experience and learning. This may involve undertaking relevant training courses, seeking mentorship from experienced professionals like Rami, and continuing to explore different aspects of the industry. Additionally, I will actively seek feedback from peers and supervisors to identify areas for improvement and growth. Overall, I am committed to developing my skills and knowledge to excel in the challenging and rewarding field of hospitality.
My experience at the Marriott Hotel in London in the food and beverage department has provided valuable insights into the world of food and beverage management within the hospitality industry. I gained a deeper appreciation for the dedication and skill required to deliver exceptional service consistently. Moving forward, I intend to apply the lessons learned during my placement to my own professional development, striving for excellence in every aspect of my work. 
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