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1. [bookmark: _Toc191042127]Introduction
Novotel Milton Keynes is an Accor brand mid-scale hotel providing 124 bedrooms and seven meeting rooms (Hospitality Net, 2019). The hotel provides a variety of Food and Beverage (F&B) services including buffet breakfast, bar service, and conference catering (Food Standards Agency, 2022). The main purpose of my placement was to gain hands-on experience in F&B operations, enhance customer services, and understand the responsibilities of a supervisor. During my placement, I aimed to gain necessary skills such as communication, teamwork, and leadership and to hone guest service and problem-solving. I also desired to understand the financial and operating aspects of F&B management as well as the health, safety, and compliance regulations. To reflect on my experience, Gibbs' Reflective Cycle will be integrated, as it provides a structured approach to analysing my learning by reflecting on what occurred, how I felt about it, what I learned from it, and how I should do things differently in the future. 
2. [bookmark: _Toc191042128]Section 1: Reflection on my experience and personal development
Using the Gibbs model for my personal development and experience plays an essential role towards this study (Adeani et al., 2020).
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Figure 1:  Gibbs Reflective cycle
(Source: Adeani et al., 2020)
During the placement, I shadowed a supervisory position in the F&B team of Novotel Milton Keynes (Wood, 2013). My tasks included observing and assisting principal operational responsibilities, including the management of breakfast service, guest request handling, managing smooth conference catering, and assisting bar operations. Pool booking supervision was one of the important duties, which involved ensuring the quota of guests and handling any arising issues (Anlesinya et al., 2019). I also participated in financial reconciliation, learning how transactions were processed and recorded (Adeani et al., 2020).
I had mixed feelings excited and good but also it was bad because I had to take up supervisory responsibilities. While I was eager to learn, I feared adjusting to the fast-paced hospitality environment. But with exposure to guest service expectations and business processes, I grew more confident with multi-tasking (Wood, 2013). The experience was good, particularly when I effectively managed guest complaints and provided excellent service at peak hours (Anlesinya et al., 2019). There were stressful times as well, like on a busy breakfast shift when staff was short. I came to know with my experience how to handle the stresses well, seeing the importance of cool-headed decision-making and time management under pressure.
The experience improved my technical skills knowledge and work skills in the hospitality industry (Haag, 2025). The positive was that I improved my communication skills by interacting with the guests and attending to their queries promptly (MADUHU, 2023). My teamwork skills were also improved since I had to work with others from the kitchen, front office, and housekeeping departments (Fallon and Rutherford, 2010). However, I developed task management abilities, particularly in handling multiple responsibilities, such as monitoring service quality while ensuring safety and hygiene standards (Anlesinya et al., 2019).
However, the experience also reflects the bad side as guest grievances regarding tardiness in service due to insufficient staff were difficult to rectify because I had to ensure expectations while upholding operational efficiency (MADUHU, 2023). Additionally, adapting to the technological aspects, employing Opera Cloud for booking and reconciling finances, was time-consuming and learned the hard way. Despite these, overcoming them made my ability to adapt and perform under pressure more resilient. My experience revealed some operational issues in the Food and Beverage department, primarily insufficient people and inadequate work management (Fallon and Rutherford, 2010). As much as I gained useful experience, I also observed that the new staff was not well-trained, which held up service and irritated guests. Additionally, top staff was left with too much work to accomplish which provides hustle through task completion (Haag, 2025). At times, there was poor communication between departments, resulting in guest requests being late. To rectify this, the hotel needs to train employees better, allocate tasks more explicitly, and enhance interdepartmental cooperation. This would serve to expedite service, make guests more content, and reduce stress among employees.
3. [bookmark: _Toc191042129]Section2: Importance of work-based skills and knowledge 
Technical skills and work-based abilities are essential in ensuring good-quality guest service in the hospitality industry (Modi, 2023). Moreover, soft skills including communication, problem-solving, and flexibility are crucial, backed up by technical competencies in financial reconciliation, reservation systems, and health and safety standards to provide smooth operations (Anlesinya et al., 2019). I observed that financial reconciliation is essential in preventing billing differences and recording revenue correctly. For instance, I assisted in the end-of-shift balancing of guest accounts, where incorrect postings should be identified and corrected for accuracy (Modi, 2023). Moreover, mistakes in this would result in guest complaints and financial loss. 
In addition, learning Opera Cloud, the hotel property management system, was required to perform check-ins, room assignments, and guest preferences (Hotel Owner, 2025).  I noticed that an error in typing guest preferences had led to a complaint about the room allocation, illustrating how accuracy in system handling directly affects the satisfaction of the guests (Anlesinya et al., 2019). On the other hand, conflict resolution and multitasking were crucial skills, particularly when handling pool bookings amidst guest inquiries (Hotel Owner, 2025). I once had a guest who was upset due to an overbooked pool session, and I had to clarify the policy in a cool tone while offering an alternative time slot. Handling the issue professionally enabled the guest to leave satisfied (Fallon and Rutherford, 2010).
4. [bookmark: _Toc191042130]Section 3: Operational efficiency 
Throughout my internship within the Food and Beverage (F&B) division, I observed staff shortages as a major organisational issue. The hotel consistently lacked adequate personnel during peak times, resulting in slow service, excessive workload, and guest discontent. On several occasions, I observed lengthy wait times for food orders and breakfast service, which annoyed guests and lowered overall service quality (Waqanimaravu and Arasanmi, 2020). In addition, overworked employees showed stress and fatigue symptoms, which affected their efficiency and guest attitude.
 The service delays had unfavourable effects on the guest experience in the guise of complaints and decreased levels of customer satisfaction. Moreover, pressure on employees also resulted in mistakes such as incorrect orders and table turnovers, contributing to inefficiency in operations (Sehgal, 2023). Moreover, the hotel can enhance the workforce planning process by utilising models of demand forecasting such as Queuing Theory to anticipate peak periods and allocate personnel correspondingly (Restaurantonline.co.uk, 2025). Moreover, Training employees to undertake multiple different functions would improve agility and allow staff to adapt during peak seasons. According to Waqanimaravu and Arasanmi, (2020), offering perks and improved employee retention schemes, as proposed under Herzberg's Two-Factor Theory, would motivate staff and reduce turnover (Sehgal, 2023).
5. [bookmark: _Toc191042131]Action plan
Table 1: Action plan 
	Key Improvement Area
	Action Steps
	Expected Outcome

	Work-Based Skills
	Improve multitasking and problem-solving skills through further hands-on experience (Haag, 2025).
	Handle guest service more efficiently (Wood, 2013).

	Technical Knowledge
	Take additional training in hospitality software like Opera Cloud (Yoopetch et al., 2021).
	Enhance accuracy in bookings and financial reconciliation.

	Guest Service Standards
	Attend customer service workshops and practice conflict resolution.
	Improve guest satisfaction and communication (Wood, 2013).

	Career Development
	Seek mentorship and gain leadership experience in F&B operations (Food Standards Agency, 2022).
	Prepare for a supervisory role in hospitality.


(Source: Author)
6. [bookmark: _Toc191042132]Conclusion 
Conclusively, this learning log provides a deep insight into working in the hospitality industry. Moreover, through personal experience working in a supervisory role in the Food and Beverage department was insightful in acquiring knowledge on guest service management, teamwork, and operational efficiency. The experience allowed for the attainment of work-based skills and technical knowledge to achieve high standards of service. Attainment of task management, communication, and problem-solving knowledge has boosted my confidence in hospitality operations. Personal and vocational growth is central to specifying my career aspirations. Additionally, I shall focus on building leadership skills, and technical skills, and gaining more skills that are hands-on to prepare myself for future career prospects in the hospitality industry.
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