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[bookmark: _Toc197181597]Introduction
During my 10-week placement at Ashford International Hotel & Spa, a 4-star hotel in Ashford, Kent, I was fortunate enough to work in several of the most significant departments: Reception, Leisure, Housekeeping, and Food & Beverage. For this reflective learning log, I will focus on the Food & Beverage (F&B) department, where I spent the final and most challenging portion of my placement. The F&B department is also a key driver of the overall guest experience, as it is tasked with restaurant service, bar service, room service, and event catering. High coordination, communication, and customer service are needed to deliver a seamless and enjoyable experience for guests. The F&B department is also a key intersection where operational efficiency and guest satisfaction converge (Uysal, 2023). At the start of my placement, I set three learning objectives: to enhance my guest-facing communication, to understand varying styles of leadership in F&B operations, and to apply prime hospitality service principles when dealing with high-pressure, peak-time situations. These objectives informed my learning path throughout.

[bookmark: _Toc197181598]Section 1: Role Reflection
For this section, I will apply Gibbs' Reflective Cycle (1988) to organise my reflection: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.
Description:
My duties in the F&B department included setting tables, taking orders, serving food and beverages, clearing tables, and assisting with event service arrangements. I worked with supervisors and kitchen staff to provide uninterrupted service, especially during peak breakfast and dinner hours.
Feelings:
I was apprehensive about working in a busy dining atmosphere at first. Nevertheless, once I worked through the initial several shifts, I became more comfortable with interacting with patrons and getting used to working in a team.
Evaluation
I noticed that strong leadership was the secret to ensuring efficiency. Supervisors assigned tasks, swapped duties equally, and stepped in to solve tough guest requests. Verbal and non-verbal cues helped to minimise service errors and ensure quality (Mallia, 2022). 
One of the biggest challenges that I encountered was dealing with multiple guest requests at once while maintaining accuracy. On one occasion, I accidentally brought a dish to the wrong table, but this was defused professionally by making an apology and rectifying the order straight away. This reminded me of the importance of remaining calm and professional in challenging situations.
Analysis:
Point-of-sale (POS) software was required for orders to be processed. I was able to enter orders, monitor changes, and handle the kitchen well. As expressed by Bardi (2010), these systems play a critical role in administrative and guest service effectiveness in hospitality. Also, efficiency with time and teamwork were required, especially during weekends or banquets.
Example 1: During a wedding event, F&B personnel needed to serve more than 100 people within a time frame. The manager organised a pre-shift meeting to assign responsibilities and schedules. Coordination allowed each course to be served on time, and guest feedback was highly encouraging.
Example 2: There was a birthday party of a family late at night. I made a small free dessert with a candle, which the manager okayed. This small gesture showed how detail and empathy could improve guest satisfaction.
Throughout placement, I drew on core strengths of being versatile, being reliable, and a strong customer-centric approach. I did identify, however, that I needed to develop more, working on building heightened confidence in stand-alone use of administrative tools and optimising skills working effectively in pressured service environments (Parker and Grote, 2022). 
Action Plan:
	Objective
	Action Step
	Timeline
	Expected Outcome

	Gain technical proficiency in hotel systems.
	Undertake formal training in POS and hotel management software (e.g., Opera, MICROS)
	Within 3 months
	Improved confidence and efficiency in using essential hotel systems

	Build confidence and practical experience in Food & Beverage operations
	Continue working part-time in F&B roles to gain real-world exposure
	Ongoing (weekly)
	Stronger service delivery, multitasking, and guest interaction skills

	Develop leadership and decision-making skills.
	Attend a hospitality leadership workshop or short course
	Within 6 months
	Enhanced team coordination, leadership mindset, and problem-solving capabilities
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Chosen Issue: Training
One of the administrative problems I noticed during my internship was uneven new employee training in the F&B department. The new employees were constantly being provided with incomplete or hasty instructions within their time limit, resulting in preventable service failures and a team member's confidence deficit.
This problem is related to the module of Personnel Resourcing & Development, i.e., to the theory of onboarding and ongoing development. Work-based learners need structured guidance, i.e., effective induction and mentoring (ASET, 2017). Secondly, the value of well-defined expectations and ongoing feedback was not fully realised in practice (Hagg, 2013).
In my experience, some members of staff did not know about allergens, menu updates, or wine pairing, and this created confusion in service. In addition, there was no formal shadow or buddy scheme. This contravenes the QAA advice on the need to put forward planned learning outcomes within work-based learning (QAA, 2018)
Principally, hospitality training requires succinctly articulated standard operating procedures (SOPS) in the hope of aiding consistency and performance. The hotel had SOPS, though these were not actively implemented, because it was witnessed via Casado (2012). Efforts to break such a drawback must involve an organised training scheme and articulated objectives, written documentation, as well as supervisory check-ins consistently. This would result in improved knowledge retention, better service quality, and ultimately higher staff confidence and lower turnover. Proper training plays a key role in sustaining high guest expectations in a 4-star hotel.
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One of the significant upcoming trends is the increasing use of AI and automation in hotel operations. From AI-powered chatbots to predictive inventory software, these technologies are transforming service delivery.
In the F&B sector, AI can streamline table reservations, monitor stock levels, and automate customer feedback (Singh and Karthik, 2025). For example, some hotels use AI-driven menu engineering to customise offerings based on guest preferences and profitability. While Ashford International currently uses standard POS systems, future application of AI tools could improve efficiency and reduce human error.
Consumer expectation shifts are the next wave. Today's guests expect speed, personalisation, and memorable stays. Mobile ordering, allergen filters, and bespoke dining are fast becoming normal. The F&B crew must be agile, which is accompanied by upskilled resources and accommodating processes (Chowdhary, 2024). Scholarly literature agrees that technological advancement must be in harmony with staff training and customer engagement to ensure sustainable success (Bardi, 2010). Furthermore, the ASET (2017) guide warns that technology cannot replace human touch in hospitality but complements it.
During my placement, I observed that younger visitors tended to ask about mobile services, app reservations, or veg/vegan diets. These points reflect a specific need for forward-thinking staff training and technology inclusion.
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My placement at Ashford International Hotel & Spa has been an enriching and fulfilling experience. It provided me with an opportunity to gain practical experience, professional expertise, and better insight into working within a high-standard hospitality sector. I achieved two of my original learning outcomes: enhancing communication skills and leadership styles awareness in the Food & Beverage division. I also made satisfactory progress toward learning service principles, especially under stress. The assignment brought to the forefront teamwork, systematic training, and good leadership to provide quality guest service. I also learned how technology plays an increasingly significant role in enhancing operational effectiveness and adapting to changing guest expectations. This experience not only deepened my passion for the hotel business but also deepened my resolve to establish a career in hospitality management. I will continue to advance my skills and seek more opportunities to develop in the business in the future.
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