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Introduction

The Mercure Birmingham West Hotel is a renowned venue within the Mercure
brand that is recognized for its exceptional hospitality standards. The hotel offers
a variety of food and beverage (F&B) activities, including an on-site restaurant,
bar, and event catering services. The Food and Beverage department is essential
for improving guest experiences, delivering high-quality service, and producing
substantial money for the hotel. During my 10-week internship, I had the
opportunity to observe Julija Stagorne, the Food and Beverage Manager, which
gave me practical exposure to the operational, managerial, and customer service
aspects of the department.


Placement Learning Objectives:


Examine the Food and Beverage Manager to comprehend supervision duties and
obligations.
Learn practical competencies in customer service, communication, and
collaboration within the food and beverage sector.
Evaluate operational protocols and managerial techniques for fulfilling guest
service criteria.
Consider personal development and professional evolution throughout the
placement.

Reflection on Experience and Personal Development

Experience of shadowing a supervisory position.


Shadowing Julija Stagorne afforded me a significant chance to watch and engage in
the everyday functions of the F&B department. I saw her administering workers at
maximum service times, her coordination with the culinary crew, and her engagement with visitors to fulfil their requirements. A very significant encounter
occurred at a wedding event at the hotel. Julija exhibited outstanding leadership
by assigning defined responsibilities to each team member and consistently
communicating with them to maintain excellent service standards.
This experience underscored the intricacies inherent in overseeing a food and
beverage company. I acquired knowledge about the significance of anticipating
guest requirements and adopting a proactive approach to service provision. When
an unforeseen difficulty occurred with a catering order, Julija promptly
formulated a solution, showcasing her flexibility and proficient problem-solving
abilities. This scenario highlighted the need for robust leadership and decision-
making skills in a supervisory position.

The importance of work-based skills and technical knowledge


My experience underscored the paramount significance of diverse professional
abilities, including efficient communication, collaboration, and task management.
I witnessed Julija coordinating communication between front-of-house workers and
the kitchen, ensuring correct and timely execution of orders. This communication
was crucial for ensuring an uninterrupted service flow, particularly during peak
periods.
Moreover, coordination among team members was crucial for sustaining an
efficient workflow. Pre-service briefings conducted by Julija enabled staff to
comprehend their responsibilities and address any specific requests or concerns,
promoting a feeling of collective accountability. The capacity to swiftly adjust and assist colleagues was crucial in high-pressure scenarios, guaranteeing the continual
achievement of service requirements.
Technical expertise was crucial in comprehending operational aspects like food
safety requirements, menu design, and cost management. In a training session, I
discovered that compliance with food hygiene requirements safeguards guest
health and maintains the hotel's image. Moreover, expertise in inventory
management and cost-control strategies enabled the department to sustain
financial efficiency by reducing waste and optimizing inventory levels.
Mastering work-based skills and technical knowledge was crucial in improving
individual performance and the overall quality of service delivery, rendering them
essential for success in the hospitality business.
I gained understanding of the technical expertise necessary for overseeing food
and beverage operations. Comprehending food safety rules, menu design, and cost
management is essential for maintaining superior guest service standards. During a
staff training session, I acquired knowledge on the importance of food hygiene
measures, which directly affect visitor happiness and safety. This expertise is
crucial for maintaining the hotel's reputation and operational efficacy.



Impact of Previous Experiences


Upon reflecting on my prior academic experiences, namely my Level 4 and Level 5
studies, I saw that the theoretical information acquired established a robust basis
for my practical application throughout my placement. Courses in hotel
management and service operations provide insights into guest service concepts
and operational management tactics. For example, the theories presented by Johnston, Clark, and Shulver (2012) on
service delivery immediately enhanced my comprehension of visitors' expectations
in a hospitality context. Furthermore, prior part-time positions in customer service
enabled me to cultivate vital soft skills, like dispute resolution and flexibility,
which were advantageous throughout my employment. I often used these
experiences while engaging with visitors and co-workers, augmenting my general
confidence and efficacy in the position.


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Critical analysis of work-based skills


The shadowing experience highlighted the essential work-related abilities
necessary for success in the F&B sector. Multitasking became an essential talent,
especially during peak service times when several visitors demanded simultaneous
attention. I watched Julija simultaneously manage many tasks: supervising
personnel, responding to visitor enquiries, and maintaining service efficiency. The
capacity to manage several duties while remaining composed is essential in the
dynamic hospitality sector (Walker, 2021).
Moreover, collaboration was crucial for facilitating seamless operations. I
participated in pre-service briefings during which staff coordinated efforts and
deliberated on the evening's reservations and special requests. This collaborative
method-built camaraderie and promoted open communication among team
members, eventually enhancing visitor experiences (Wood, 2013).










Required technical proficiency for guest services


During my placement, I observed that technological expertise plays a crucial role in meeting and exceeding guest service requirements. For instance, understanding
beverage pairings and meal presentation directly affect visitors' impressions of
quality. Julija conducted a staff training session where we explored the
importance of menu design in enhancing the dining experience. This expertise aids
in the promotion of certain products and enhances client satisfaction, fostering
repeat business (Hagg, 2013).
I obtained direct experience in inventory management and cost control, both
crucial for the department's financial performance. I noted Julija's diligent method
of inventory management, guaranteeing enough supply while reducing waste. This
technical expertise directly influences the hotel's profitability and sustainability
(Vallen & Vallen, 2014).


Section 3: Reflection on Organisational Issues


Identifying an organizational problem
During the course of my internship, I faced an organizational challenge with
personnel training and onboarding procedures. I saw that new employees often had
difficulties in understanding operating processes and service requirements,
resulting in variations in service delivery. This problem adversely affected both
staff morale and visitor experiences, resulting in increased service delays and
misunderstandings during peak hours.

Consequences of the Organisational Issue


The insufficient training adversely impacted the overall performance of the F&B department. I noted instances when new staff members inadequately
communicated with the kitchen, leading to erroneous orders and delayed delivery.
This not only aggravated customers but also put additional pressure on the
experienced staff who attempted to address the shortcomings. This scenario
corresponds with the conclusions of Cousins and Weekes (2020), who underscore
the need for extensive training programs in maintaining superior service standards.





Proposed Solutions

I suggest implementing an organized onboarding program that encompasses
thorough training on operating processes, customer service standards, and food
safety requirements. Consistent training sessions and mentoring initiatives may be
advantageous in offering continuous assistance for newly appointed staff members.
By cultivating a culture of perpetual learning and growth, the hotel can augment
service consistency and increase team interactions (Martin, 2020).
I also suggest using technology to enhance communication between front-of-house
and kitchen personnel. Implementing a real-time order management system might
alleviate misconceptions and enhance overall service efficiency (Johnston et al.,
2012).


Conclusion and Action Plan

In conclusion, my internship at the Mercure Birmingham West Hotel afforded me
significant insights into the intricacies of managing food and beverage operations. I
saw the significance of practical skills and technological expertise in fulfilling
guest service requirements, along with the essential function of effective
communication and collaboration in attaining operational success. I want to do more training in hotel management to enhance my skill set. I want to
deepen my comprehension of leadership concepts and financial management in the
hotel industry. Participating in industry networking opportunities will be essential
for my professional development and career objectives. Through introspection and
the assimilation of acquired knowledge, I am certain that I will make a meaningful
contribution to the hospitality sector in my next activities.
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