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Introduction
The food and beverage department of the Ibis London Hotel is dynamic and rich in variety, with a stylish restaurant, an exciting bar, and round-the-clock room service (Ishraq and Zakaria, 2023). It provides various options, like casual daily menus, event menus, and custom catering. Guest satisfaction in the food and beverage department is key to creating a positive customer experience. The department covers many aspects of hotel management and guest services, such as dining, room service, banquets, and catering. Possessing highly skilled team members, the department's main goal is to deliver high standards to provide guest satisfaction and loyalty. This paper reflects on my placement at the Ibis London Hotel alongside experienced supervisors. Gibbs' reflective cycle is a resourceful tool in this reflection to describe, express, evaluate, analyse, conclude, and develop an action plan. My core learning objectives for this placement include understanding departmental operations and supervisory roles, covering building teamwork, communication skills, and task execution skills, identifying and tracking organisational performance gaps, interpreting past experiences in detail to determine the next steps for professional growth, and designing a customised skills chart to enhance managerial competence.
Reflection on Experiences and Personal Growth
The opportunity to shadow the skilled F&B leadership team has provided valuable insights into the diverse supervisory responsibilities that maintain operational standards while keeping this busy department tuned in to guest preferences. As a trainee without prior professional exposure, observing managers coordinate front- and back-of-house activities across outlets was invaluable preparation for my prospective managerial duties. The real-time decision-making and practical troubleshooting have complemented my academic understanding of hospitality principles I witnessed daily, whether resolving a last-minute catering request or mediating amongst staffers to ensure seamless service. Additionally, seeing the expertise with which my supervisor tactfully yet firmly handled guest complaints and internal conflicts has underscored the centrality of emotional intelligence in building trust and cooperation in high-stress work environments, as Ishraq and Zakaria (2023) also explain.
These intensive on-the-job learnings deepen appreciation for technical competencies, from menu design intricacies to inventory and waste management optimisation (Sulastri, 2023). Most striking, however, was realising the deep dedication underlying my supervisor's unwavering guest focus. As a veteran within the industry, the emphasis on leading by example and taking ownership further motivates my goal to earn a supervisory role through a commitment to continuous skill-building. From providing constructive feedback to celebrating collective achievements, I realised a supervisor's role is to nurture talent and shape organisational culture, as Dopson and Hayes (2019) also elaborate.
My academic journey has provided me with theoretical knowledge of hospitality management. Classes focusing on communication provided a practical and theoretical basis for effective communication strategies in professional business settings. Working on group projects and joint assignments with diverse team members on academic tasks also developed my ability to collaborate and resolve conflicts. Additionally, time management competencies, especially in challenging courses, were necessary to carry out the assignments and other extracurricular activities successfully. These directly reflect the demanding tasks in this department that require prioritising tasks, setting deadlines, and efficient resource allocation. Engaging in programmes that cultivate self-perception and personal growth improved my self-awareness, resilience, and growth mindset, which are also essential unique traits in the hospitality industry. Academic programmes in hotel management also provide deep insight into guest management and a practical foundation to deliver outstanding services and meet guest demands practically.
Critical Analysis of Work Skills and Technical Knowledge
The exemplary service standards and seamless coordination endemic to the F&B department reflect an organisation-wide guest-centric philosophy rooted in empathy, accountability, and continuous betterment (Fallon and Rutherford, 2010). My shadowing experience revealed the breadth of operational knowledge and specialised skillsets integral to delivering consistent and high-quality dining services catered to resident and external patrons' preferences. For instance, keeping menus exciting yet efficiently executable depends on sourcing and budgeting acumen, astute trend analysis, and an instinct for guest tastes. Simultaneously, the supervisor ensured prompt room service and restaurant delivery and relied on optimal kitchen workflow and inventory management (Alksibri, 2024). Moreover, facilitating significant events demands flawless cross-collaboration with housekeeping for setup and the kitchen brigade for execution under strict timelines. I observed the importance of unwavering composure and solution-focus in supervision at close quarters through each high-pressure situation, from equipment malfunctions to last-minute VIP accommodation.
Paulino (2023) further notes that the leadership philosophy, which focuses on the technical competencies of individual workers as well as personalised care and building loyalty by establishing relationships with guests, is concurrent with my vision of guest-centric leadership. My customer interactions resulted in the satisfaction of having listened to a client complaint and a returning patron's recognition. My supervisor epitomising brand values through emotional and social intelligence, which is much less appreciated, was educative and interesting in creating lasting service excellence.
Reflection on Organisational Issues
While handing in my shift at the department, I witnessed a guest complaining about waiting for an order for a long time. Despite my supervisor's intervention of apologising to the guest for his discomfort and offering to replace the dish with another option or provide a refund, the guest was unhappy, noticing issues with the flavour and presentation. This issue affected the department because it made guests' stays unpleasant, but it also required extra resources and time to manage the complaint. The supervisor, in addition, informed us of the importance of handling tasks with consistency and detail, as Vallen, G., and Vallen (2014) also recommend. At least, this temporary resolution enabled us to put off the guest's dissatisfaction and made us realise the necessity for regular quality control measures and staff training principles.
One way to solve this problem is to introduce quality assurance and time management programmes in the kitchen, where there will be regular checks, flavour tests, and practice sessions to keep track of the food quality and also identify weak areas (Wood, 2012). Investing in personal development and skills training programmes can greatly boost technical skills and product knowledge among the staff in the kitchen, providing them with the necessary tools and abilities to satisfy guest requirements. From an academic viewpoint, Total Quality Management principles are instrumental for continuous improvement and maximum business performance within the Food and Beverage Department. As Johnston, Clark, and Shulver (2012) elaborate, executing regular performance appraisals, feedback loops, and the optimisation of processes will help to uncover and resolve the root causes of issues proactively, thus enhancing efficiency and guest satisfaction. 


Future Action Plan
	Area
	Action Items
	Outcome

	Communication skills
	Practice empathy, active listening, and conflict-resolution techniques.
Enrol in hospitality EI and diversity training.
Seek 360° feedback yearly.
	To communicate better and interact well with guests and staff members

	 
	 
	 

	Personal Development
	Implement a mentoring programme.
Conduct bi-annual career reviews.
Shadow staff across hierarchies and roles.
	I want to improve myself to be a top-notch employee by offering excellent guest services.

	Task Management
	Prioritise tasks effectively.
Implement time-management strategies.
Utilise technology tools such as task management software.
	Gain specialised Technical knowledge relevant to employee satisfaction.

	Collaboration and teamwork
	Engage in team-building activities.
Engage in cross-functional projects. Create group knowledge-sharing sessions.
	Develop collaborative abilities. Encourage a culture of teamwork within the department.
 


With the execution of this action plan, I will be in a position to add to my work-based skills, my technical knowledge, and my attributes, which will all lead to success for my department and myself.
Conclusion
This reflective learning log has highlighted the importance of intentionally assessing both the organisational and personal elements of work-based experiences and job-related skill acquisition, which is the key to a successful career and organisational impact. Through the F&B department shadowing, I perceived the complexity of achieving operational excellence, including profitability and service quality, in the context of hospitality change. Besides domain knowledge, the experiences reinforced that it is the resonance between personal core values and organisational culture that influences sustainable career success and satisfaction. Structuring reflections on the basis of Gibbs' framework led to a more critical analysis of interpersonal dynamics, structural gaps, and possibilities for remedies than surface-level descriptions. Consequently, this reflective exercise has been serving as a contextualising tool that brings into focus my strengths and depicts areas for improvement in terms of competencies and leadership vision as I prepare for managerial purposes.
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