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[bookmark: _heading=h.xzg9dekmlnm6]Introduction
At Holiday Inn Sunderland - City Centre, I gained experience in various Food and Beverage operations during the ten-weeks placement. There are plenty of services, including continuous dining at the Open Lobby, Starbucks coffee and Keel Tavern for you to relax and order food and drinks. My role as a waiter involved accepting orders, serving food, tidying tables and helping out with bar service, especially when it was very busy. I was focused on achieving three important goals in my placement: learning and using supervisory skills in F&B, communicating better with the team and developing solutions to common problems like delays and complaints.


[bookmark: _heading=h.ayi3ojgmwjca]Section 1: Role Reflection
At Holiday Inn Sunderland - City Centre, I served as a waiter and was expected to take orders, serve meals, clean dirty tables and aid with bar work which involved selling and serving alcoholic drinks. I was taught how to work with food allergens, count the stock and prepare a restaurant (Hans-Otto Georgii, 2016). Using the Gibbs’ Reflective Model, I consider two cases that involved good and poor supervision.
Effective Supervision Example:
As we had a hectic breakfast, I was assigned the duty of taking orders as the supervisor delegated another person to set out the tables. It was easy to cooperate with everyone since they were able to communicate well clearly and our guests were very happy with the speed at which they were being served. 
This was significant given the fact that it showed how proper supervision and a well-defined communication on delegation of duties could have a direct influence on the level of service as well as customer satisfaction. This helps to make sure there is no confusion and the food safety standards are maintained and as well sets a positive impression that motivates the guests to come back as well (Walker, 2020).
Ineffective Supervision Example:
At the time of dinner service, the supervisor looked overstressed and communication with the team stopped. I was not quite sure about my duties which caused problems and displeased guests. It made clear that employees should know what to do and should discuss it clearly when the restaurant is at its busiest. This is essential to ensure operations are smooth, there are no service errors and to safeguard the reputation of the restaurant as a quality and reliable restaurant (Goetsch, 2017).


[bookmark: _heading=h.owdjy3yuhmkk]Gibbs' Reflective Cycle Steps
[bookmark: _heading=h.yhydhqh16tx6]Description
During my experience as a waiter in Holiday Inn Sunderland, I have faced both efficient and inefficient supervisor at their busiest hours. These two conflicting scenarios assisted me to see how leadership models and communication directly influenced service provision, workforce organisation and customer satisfaction at peak moments (Moon, 2016).
[bookmark: _heading=h.x5hk159tvkfd]Feelings
The effective example made me comfortable, supported, and driven since the tasks were transparent, and communication was good. The feeling in an inefficient state was uncertain and stressed because I did not know what to do and how to do it, and this influenced my work performance and the service quality to the guests.
[bookmark: _heading=h.actc485gpz57]Evaluation
The breakfast case demonstrated where the proper supervision and communication maintained the smooth running of operation and satisfied guests. The dinner situation however indicated how the lack of clear direction has led to time wastage, mistakes and shattered guests that would be suicidal to the reputation of that restaurant should it ever occur.
[bookmark: _heading=h.f95b18i68a1t]Analysis
These situations had shown me that good supervision implies giving clear-cut tasks, proactive communication, and the ability to be flexible when the pressure is high. All the indicators of food safety, service speed, and guest satisfaction are adhered to as the team is guided by the supervisors during all shifts including the busiest ones (O’rourke, 2020).
[bookmark: _heading=h.cd0o01rfaf4a]Conclusion
It taught me that quality service can only be achieved by having good communication and proactive leadership, and working as a unit. Even as part of the F&B team, I need to be responsible when it comes to ensuring clarity even in the absence of supervision to facilitate the smoothness of work.
[bookmark: _heading=h.iz6wxnv186dp]Action Plan
	Action Step
	Description
	Timeline

	1. Improve communication
	Practice clear communication during busy periods
	Ongoing

	2. Develop leadership skills
	Take on more responsibility to lead during peak hours
	Weekly





[bookmark: _heading=h.voccawkdz7s]Section 2: Development Journey
I had a valuable opportunity to learn and grow during my Level 6 F&B placement which was much better than what I got from my Level 4 placement. While I worked at Level 4, I was placed in an independent hotel where F&B was fairly simple due to the size (Sharpley and Telfer, 2021). Most of the work involved accepting orders and making sure the guests were pleased with what they ate. On the other hand, Holiday Inn Sunderland set up a more complicated team, with a menu for all-day dining, a Starbucks counter and a full bar for drinks. Apart from serving guests’ requests, I also helped by performing stock cheques, providing training to staff and managing customer complaints in a stressed-out environment.
Among the main differences were the organised supervision and formal processes in Level 6, which were contrastive to an informal and flexible approach of my Level 4 placement. In Holiday Inn, I became involved in briefings, standard stock checks, and allergen safety checks, all of which I had prior to Level 4 given the practice, e.g., Natasha law. In a bigger team, I also witnessed how delegation of tasks made it easy to uphold service standards.
Looking back at what I learnt during Level 4- Food & Beverage Operations, I can say that I am now even more knowledgeable about various types of services, menu engineering, and customer needs. In Level 4, I emphasized on provision of basic services, though in Level 6 I was so much conscious on issues such as the engineering of menu, special diet, and food security (Carolan, 2021).
In Level 5 Sustainable Hospitality and Tourism Management, I learnt that it was important to be sustainable in F&B. Holiday Inn Sunderland implemented few eco-friendly approaches like maintenance of seasonal products and waste reduction. This resonated with my prior literature review on CSR initiatives, which demonstrates to me how environmental accountability can work alongside the operational success of a hospitality business (Pohl and Tolhurst, 2019).


[bookmark: _heading=h.n2h6p85v37ic]Section 3: Service Improvement Proposal
Handling guest service in a timely manner during peak hours is a challenge, so the staff training could be improved in this area at the Holiday Inn Sunderland (Deviney, 2017). It was common for guests to become dissatisfied and frustrated during the busy breakfast and dinner hours because they had to wait a long time for their orders and food. This kind of delay is commonly caused by not handing out tasks properly and not offering enough training for emergency situations.
[bookmark: _heading=h.vw8qqkqjt1e]Justification
It was noticed by observing and talking to the staff that, while employees managed regular activity without difficulty, they were not well prepared to handle busier operating periods (Fan, 2021). This often meant that guests did not get what they ordered and were served slower which was not ideal for them. Fixing the training schedule for peak hours could resolve this problem.
[bookmark: _heading=h.y2pfbcr5bcuu]Improvement Plan
	step
		Action
		Expected Outcome

	1
	Introduce comprehensive peak time training for staff
	Equip staff with strategies to handle high volumes of orders, improving speed and efficiency.

	2
	Implement clear task delegation protocols during busy hours
	Reduce confusion and ensure all tasks are covered, enhancing guest satisfaction.

	3
	Conduct role-playing scenarios for handling guest complaints and service delays
	Prepare staff to handle difficult situations calmly and professionally, improving service recovery.






[bookmark: _heading=h.w5r4l4csnsqu]Conclusion
Being at Holiday Inn Sunderland helped me learn a lot, especially when it came to hotel food and beverage operations. I accomplished my objectives by boosting my communication skills, identifying how F&B supervision operates and improving in resolving issues that arise in operations. I was able to see the difference between Level 4, where I was before and Level 6 which has greater structure. All in all, working here has helped me develop well and I can now use these skills in my hospitality career.
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