Student Journal

In this journal the structure of my reflection on my experience shadowing a manager in the food and beverage department of the Coldra Court Hotel by Celtic Manor I choose Gibbs (1988). The six stages of this model:  are description, feelings, evaluation, analysis, conclusion, and action plan, I will use it to critically evaluate my progress within the department and how relates to my personal and professional goals.
The Calder Court Hotel is a four-star hotel with 148 rooms and suites, a bar, a restaurant, a lounge, a health club, and a conference centre. The hotel is part of Celtic Manor Resort, which is a leading destination for golf, leisure, and business in Wales. The food and beverage department of the hotel offers a range of services to the guests, such as breakfast, lunch, and dinner. Room service, banqueting and events. The department has a team of managers, supervisors, chefs, servers, bartenders, and porters who work together to ensure high standards of quality and guest satisfaction. 
As part of my placement, I had the opportunity to shadow the manager in a food and beverage department for two weeks. My main task was to assist the manager in overseeing the daily operation of the restaurant and bar, ensuring the staff were well trained and motivated, that guests were happy, and that the health and safety regulations were followed. I also had a chance to interact with guests, take orders, serve food and drinks, handle complaints and feedback, and deal with payments. 
Feelings: I feel excited and nervous about shadowing the manager in a food and beverage department. I was eager to learn new skills and gain more insight into the role of a supervisor, but I was also worried about making mistakes or not meeting the expected expectations of the supervisor or the guests. I enjoy working in a fast-paced and dynamic environment where every day is different and challenging. I like being part of a team that is friendly, supportive, and professional. I also appreciate the feedback and guidance goodness that I received from the supervisor, and another staff member. However, I also face some difficulties and frustration during my placement. For example, I sometimes feel overwhelmed by the workload and the pressure to perform well and according to Liu-Lastres et at. (2023), there is a shortage of labourers in the hotel industry, especially in developed countries. I also encountered some conflicts and misunderstandings with some staff members or guests who had different opinions or preferences. I also felt disappointed when I made errors or received negative feedback, however, this made me reflect on my mistakes and try to be better in my future tasks, according too ….. this will make me to stronger and have a desire for perfection.
Evaluation: Overall, I think that my experience of shadowing the manager in the food and beverage department was positive and valuable. I learned a lot about the role and responsibilities of being a manager in this department, such as planning, organising, leading, controlling and communicating. I also developed my work-based skills and technical knowledge required to meet guest service standards, such a customer service, communication team teamwork, task management and personal skills. I think that these skills and knowledge are essential for my future career in the hospitality industry. Moreover, I think this experience helped me to improve my confidence, self-awareness and professionalism. I was able to apply some theories and concepts that I learned in my academic journey to my practical work. For example, I used Maslow’s (1943) hierarchy of needs to understand the motivation and the satisfaction of guests and staff; I used Herzberg’s two-factor theory (1959) to identify two factors that influenced staff performance and retention;  I used Tuckman’s (1965)  stages of group development to analyse the dynamics and the effectiveness of the team,  I also use Kotter’s (1996), eight-step change mode to implement some changes in the department. 

Analysis: I also acknowledge that there are certain things I still need to work on or to understand more about. One of these has to do with an organisational problem I ran across while on placement: the goal statement of the hotel was not in line with its policies and procedures. According to the hotel's mission statement (2023), "Our goal is to deliver an extraordinary experience that surpasses our guests' expectations." Unfortunately, it does not seem like this goal was supported by all the department-enacted policies and procedures. For instance, a procedure that mandated that staff adhere to a rigid script when welcoming or serving guests; a policy that restricted the number of freebies or discounts that staff could provide to guests; a rule that forbade staff from taking gratuities from guests; etc. The independence, inventiveness, and adaptability in providing guest service appeared to be limited by these norms and procedures. Employees who believed that the management did not value or appreciate them also appeared to become unhappy because of them.
An organisation can be categorised into five forms based on its structure, according to Mintzberg's configuration theory (1980): divisionalized form, machine bureaucracy, professional bureaucracy, simple structure, and adhocracy. Depending on its surroundings, strategy, and aims, each type has pros and cons. According to what I've observed, the hotel food and beverage department is organised like a machine bureaucracy, which is defined by a high degree of formalisation, centralization, specialisation, and standardisation. Organisations that pursue a cost-leadership strategy, work in a stable and predictable environment, and prioritise control and efficiency should consider this kind of organisation. However, businesses that seek differences and operate in a dynamic and competitive market might not be a good fit for this kind of structure. As a result, I believe that to better fit with its mission statement and surroundings, the hotel food and beverage department may need to modify its current organisational structure.
Action plan: I have created an action plan for my further growth in the food and beverage division based on my reflections. The three primary goals of my action plan are: (Fallon, 2010) - To hone my customer service abilities by going to more training sessions, getting more input from visitors and employees, and utilising emotional intelligence (Goleman, 1995) in my relationships with other people.
- To gain more knowledge about the department's policies and procedures by reading the manuals, enquiring with the manager or supervisor, and seeing how they are put into reality.
- To do a SWOT analysis (Strengths, Weaknesses, Opportunities, and Threats) and offer various options based on Mintzberg's configuration theory (1980) for the department's structure. The proposals should be presented to the manager with reasons and supporting data.
In conclusion: I believe that having the opportunity to shadow a supervisor in the food and beverage department gave me a great deal of knowledge and a special behind-the-scenes look (Hagg, E 2013). I learned a lot about the department's operations and the function of a supervisor. To achieve guest service requirements, I also improved my technological knowledge and work-related skills. By analysing my skills and shortcomings, I was also able to advance both my career and personal development. However, I also found that there was a misalignment between the hotel's goal statement and its policies and procedures, which was an organisational problem that had an impact on the department's performance and culture. The department's structure needs to be changed, in my opinion, to better fit its objectives, strategy, and surroundings.


