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[bookmark: _Toc182415487]Introduction
The Village Hotel Swindon boasts a highly developed F&B facility, which offers a range of services to the clientele: restaurant, café, and bar and catering for meetings and events. The F& B team’s goal philosophies serve modern British dining, and they provide excellent guest service while achieving operational excellence. Guest Experience is central to the operation of the department; therefore, the employees should have proficient technical competence and be capable of handling flexible changes at work (Canziani, Hsieh, Hsieh & Weng, 2013).
Learning Objectives for the Placement:
· Gain a basic understanding of service and organizational functions within F&B industry.
· Improve interpersonal and group problem-solving skills to better address stakeholders and the management.
· Understand how technical skills contribute to standards of high-quality guest service.
· Use information gained from the class assignments on solving practical and realistic problems. 







[bookmark: _Toc182415488]Section 1: Reflection on Experience and Personal Development 
Gibbs’ Reflective Cycle is a model for examining experiences, structured into six stages: description, feelings, evaluation, analysis, conclusion, and action plan (Markkanen et. al, 2020).
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Figure 1: Gibbs’ Reflective Cycle (Markkanen et. al, 2020)
Here, I will reflect on my experience based on Gibbs’ reflective cycle model.  
Reflection and Personal Development:
As part of my Village Hotel Swindon F&B department learning exercise, I had an opportunity to observe a supervisor which gave me a first-hand appreciation of operational and customer interface dimensionalities in the position. A particularly vivid example involved a period where there was a large number of guests coming to take their breakfast, which caused the kitchen to slow down and thereby made the guests wait longer than usual. At first, it made me nervous when the supervisor was handling it, trying to inform the guests but also trying to communicate with the kitchen whether they could increase the time taken to prepare the food.
When thinking through this experience, I came to appreciate such generic skills as communication skills and problem-solving abilities (Li, Gray, Lockwood & Buhalis, 2013). I learned how important is to remain polite and how important is to build trust with the guests. The hectic schedule was dealt with efficiently by the supervisor, who then warned the guests of the delay, and offered them drinks to cool down something that could have caused them significant stumble.
I should understand that effective communication and time management is crucial in the highly resultative guest service areas (Garlick, 2014). Further, it emphasized that guest service is not solely dependent on knowledge, sterility and culinary skills, but also includes the use of good English as a language, professionalism when dealing with people, fatigue-free hands, friendly attitudes like patience and timely services.
I realized the importance of practical and realizing skills and how different the actual business world is from the academic one for hospitality. In future, I desire to create my own strategies for working with stressful conditions, for example, how to be efficient when facing stressful incidences and how to deal with guests as well as fellow employees. Precisely through completing this work, I was able to understand how effective communication and compliance with changes can contribute to stable guest service quality.
[bookmark: _Toc182415489]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The F&B industry requires work-based skills, and technical know-how is crucial in ensuring high customer service delivery is achieved (ASET, 2017). In my case, I saw the importance of time and its management, conflict and how they both can be tackled to the guests and the task responsibilities and how the coordination of tasks can improve the guest experience. Regarding handling conflicts my supervisor managed to show proper conflict-solving abilities when dealing with unsatisfied customers and quickly addressing their complaints to make the dining experience unproblematic. This example helped in bringing out the issues of patient demand and flexible communication in customer relations.
Meanwhile, table knowledge, food and drinks preparation and offering, and other related working knowledge were equally important in the delivery of guest’s expectations (Fallon & Rutherford, 2010). For instance, it was useful when, during rush hours, we knew when to take priority for certain deadlines and how to effectively coordinate with the back end to have food delivered in the quickest time possible to suit the customers. It unveiled how such technical competencies affect the impressions which the guests have of service delivery and the image of the hotel.
From the shadowing experience also, it was evident that teamwork is important for establishing continuity particularly when there are high influx of guests. Simply observing my supervisor in managing group projects in the organization and how helpless we all are without the other person’s effort was an eye opener to how essential teamwork is to the daily running of the department (Farr & Farrell, 2023). This reconfirmed the fact that work-based skills and technical content being useful for individual contribution are mandatory for organizational-level support for providing high service quality (Vallen & Vallen, 2014). I will apply these lessons in my future occupation: will be more attentive to how to use time effectively when I have to work in a team and how to develop different skills.
[bookmark: _Toc182415490]
Section 3: Reflection on Organizational Issues 
Kolb’s model involves four stages: These include concrete experience, reflective observation, abstract conceptualization and finally active experimentation (Markkanen, Välimäki, Anttila & Kuuskorpi, 2020). This cycle makes people seek to get knowledge from events, reflect and use such knowledge in their subsequent interactions. In this section, I will use Kolb’s reflective model.
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Figure 1: Kolb's reflective cycle (Markkanen, Välimäki, Anttila & Kuuskorpi, 2020) 
Reflection on Organizational Issues:
While attending my placement organization, I came across a problem of insufficient staffing within the F&B department, especially during weekend rushes. For example, one evening, one of our team members came to work but then got sick and was sent home just during a period when we had ordered a large number of foods for customers. This meant that the remaining members were greatly under pressure to attend to the new tables and guests since this caused the guests to wait a longer time causing some dissatisfaction as well (Hagg, 2013).
That was rather tough and enlightening at the same time. Observing the supervisor coping with the situation gave me an understanding of the extent to which service delivery demands flexibility and prompt decision-making because of changes in the service environment (Johnston, Clark & Shulver, 2012). Having learned how much the team suffered, I looked at the discussion of the possible plans to be employed when similar situations arise. Thus, I proposed that we divide each server into specific areas within the dining area so that the workload could be better managed.
I applied what I learned using Kolb’s model by assisting with guest updates and ensuring the waiting area was as comfortable as possible by providing free drinks (Johns & Henwood, 2009). This made me realize that even the simplest things like updating the guests or offering them snacks go a long way in setting their expectations right.
In the future, such skills will be developed by paying special attention to the communication and synchronization of the team during the hours of high traffic intensity (Walker, 2021). I also intend to comment on the ways of staff encouragement and support during pressure, because I consider motivation as one of the keys to a successful career in the sphere of hospitality. Both the lack of integration with their co-workers as well as the failure to communicate effectively with the guests was an excellent lesson as to why service cannot be compromised during difficult situations. 















[bookmark: _Toc182415491]Conclusion and Action Plan
It has been a good placement for me since I have gained insights into skills, knowledge, and necessary strategies to perform supervisory positions in the F&B industry. Observing a supervisor also showed how communication, teamwork and technical skills all play a role in attaining great guest service; and how both personal and vocational growth are crucial for leadership.
	Goal
	Action plan
	Duration

	Conflict-solving 	
	skills	Attend workshops
	6 months

	Task planning	
	Seek mentorship	
	Ongoing

	Leadership development	
	Enroll in courses
	1 year

	Advanced hospitality roles
	Gain cross-training experience
	1 year



In the future, I will also enhance my working experience with an emphasis on the competencies that include conflict solving, task planning and leadership. In such areas, I intend to look for further training to prepare myself for other positions in the hospitality industry. Besides, I will keep on embracing the spirit of continuous learning and development to be relevant in the competitive and quick-moving F&B environment like the Village Hotel Swindon. 
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