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In the course of my Level 6 placement at Delta Hotel by Marriott in Birmingham, I was given an opportunity to work in Food and Beverage (F&B) department hands-on. In a competitive urban market environment, the hotel is a full-service breakfast buffet restaurant, a la carte restaurant, an event catering restaurant, and a bar, that is sufficient to accommodate the leisure and business travellers. The Birmingham tourist industry is affected by large tourism traffic and this creates a need to be fast and provide good tourist services. The learning objectives that I had were the development of skills in terms of being a supervisor, learning about the operations on the back side and how the feedback provided by guests can be used in terms of providing better services.
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Figure 1: Delta Hotel in Birmingham (ASET, 2017)
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In order to consider my growth, I used Reflective Cycle provided by Gibbs that comprises Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. In this model, the informal evaluation of the working experience was promoted through objective reflection on it (ASET, 2017).
As a Food & Beverage Assistant Supervisor, I managed the setup of tables and led pre-service meetings, communicated with the kitchen and the floor numbers, and witnessed any managerial choices connected with the rotation of the staff and dining room organisation. I also took part in the decision making process during peak hours when I was doing short staffing. This aided in realising the impact of daily tasks on customer services and team spirits (Johnston, Clark and Shulver, 2012).
A supervisor needs both technical and person skills. Leadership entails exerting influence and directing other people in realising common objectives, which may be pressuring a task (Hagg, 2013). I had seen how a task-based leadership could be used to enhance productivity together with emotional intelligence. Communication also played an important role as they needed to have clear briefing and real-time updates to avoid committing any errors in service. The most important one was adaptability the capability to react to special needs and fire during complaints or operational bottlenecks. The main role of problem-solving was particularly significant under the condition of understaffing or delays in case of peaks of dining. Fallon and Rutherford (2010) indicate that supervisor should act fast to ensure quality in service. I found my strength in interaction with the guests and in the ability to remain flexible especially in situations when things get tight. I however had a problem managing my time and therefore transfers between meal services were usually stressful at times leading to delays in resetting the tables.
There were two situations that happened in my placement. The first one was a proper response of the supervisor to the unexpected absenteeism at breakfast. The manager distributed duties fast thus the service was not disrupted even though they were understaffed. On the contrary, at a business lunch, as a result of the absence of communication during shift rotation, there were cases of twofold booking. It led to dissatisfaction of the guests and demoralisation of the team. It was obvious how important communication and delegation is in terms of upholding the level of services (Vallen and Vallen, 2014).
My action plan is to enhance my supervisory activity by means of shift plan and assertive leadership. I will take part in hospitality leadership and decision-making workshops and webinars. I will also shadow other supervisors in the high volume events. Besides, I will train on offering structured briefings and reflections of communication effectiveness on a daily basis to become more clear and confident.
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I was able to draw some differences between my Level 6 placement within Delta Hotel and Level 4 placement in a budget hotel within the suburbs. My previous experience was that of a routine job within the environment of the limited service with low expectation of guests. Delta Hotel, in turn, is a full service branded hotel at the city centre of Birmingham. It conducts conferences and events, serves various customers, and needs to act with a high rate of coordination. The range and the amount of work subjected to an increase in service demands and more elaborate lines of operations (Fallon and Rutherford, 2010).
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Figure 2: Personal Development (Fallon and Rutherford, 2010)
I adapted with the assistance of the knowledge that I was able to acquire through Level 4 Food and Beverage Operations module. Acquaintance with mise-en-place and menu systems has enabled me to work successfully in a breakfast and a dinner session. I used sanitary guidelines and I got to know how to foresee the needs of guests and how services go through.
Based on the Level 5 Sustainable Hospitality and Tourism Management unit, it dawned upon me the effect that buffet activities have on the environment. The most obvious example was waste of edible food and the necessity to control the quantities and forecast them. I also learnt the direct context of the trends illustrated in the UK hospitality currently and the expectations of the guests using the concepts of sustainable supply chains and seasonal sourcing, which were discussed in class. Such modules have enabled me to think strategically and go beyond short term delivery of services when performing normal duties.

Service Improvement Proposal
The second common theme that I found was the issue of the late delivery of food whilst serving breakfast and evening dinners. This lag was occasioned by low level of coordination between the kitchen and the front-of-house teams. Because there was no real-time communication, there was a doubt about the availability of dishes, waiting time and allergies. This problem revealed itself in the form of direct complaints by the guests and debates between the staff members (Martin, 2020).
My peers had often said that the kitchen did not have a system that alerted servers when some of the dishes were out of order. Such a gap resulted in bad communication at the table and a bad experience of the guests. Once, one of the guests had to wait almost 25 minutes before the server could serve him a dish that was no longer served. This had adverse impacts on the ratings as far as maintaining service and confidence of staff members were concerned (Johnston, Clark and Shulver, 2012).
There are three improvements that I would make to eliminate this. To begin with, the introduction of a virtualised communication system, i.e., mobile tablets or an app would enable the kitchen to update the availability information in real-time. This would reduce cases of delays in offering of services and misinformation. Second, the pre-service briefings on a daily basis ought to feature service challenges that are likely to face them during the service, such as expected shortage in menus or run out of peak times during the service. Lastly, a system of feedback over the table in a form of QR-code may assist in gathering an immediate feedback of guests so that supervisors could interfere when the need arises (Cousins and Weekes, 2020).
It is needed to improve performance requirements too. Employees ought to be taught to check important parameters like order to service time and satisfaction ratings. The areas in which refresher training should be provided are the digital communication tool, allergen management and service recovery strategies. The changes would be in line with Marriott standards of service although they would improve experiences of guests (Wood, 2013).
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The experience of working at Delta Hotel Birmingham was a decent chance to gain the experience of management and practice academic knowledge in practice. I learned about leadership, problem solving, guest service and operations that is sustainable in the hectic environment of a fast paced UK hospitality sector. My critical evaluation of challenges and performance was based on such reflective models as the Cycle by Gibbs.
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