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Placement Hotel: Novotel Birmingham (Broad Street)
Introduction
During my Level 6 placement at Novotel Birmingham (Broad Street), I was positioned within the Food and Beverage (F&B) department. The property provides guests with various services, including buffet breakfasts, a bar/lounge area with à la carte service, and room service. These offerings cater to business travellers, families, and event attendees alike.
At the start of my placement, I set the following learning objectives:
1. To develop the confidence and efficiency required to perform under high service pressure.
2. To observe and understand managerial decision-making and leadership behaviours in a live F&B context.
3. To critically evaluate how sustainable hospitality practices are implemented in a modern midscale hotel environment.
Section 1: Role Reflection
Using Gibbs’ Reflective Cycle (1988), I reflect on my placement role and experiences in the F&B team. My position involved rotating duties including:
• Setting up and monitoring the breakfast buffet,
• Assisting with service in the bar and lounge,
• Delivering and processing room service orders, and
• Supporting general restaurant operations (e.g., clearing tables, guest interactions).
While I was proactive and often volunteered to help colleagues, I encountered situations that challenged my expectations of workplace fairness. One notable issue was the inconsistent treatment of staff based on nationality or language. I witnessed favouritism towards employees who shared cultural or linguistic backgrounds with supervisors, which affected break allocation and workload distribution. On one occasion, I was pressured to skip my break to allow others a longer one. When I protested, I was sent home early—a response that made me feel unheard and undervalued.
These experiences highlighted gaps in supervisory practices. Effective supervision should include fairness, communication, emotional intelligence, and inclusive leadership (Northouse, 2018). While some supervisors demonstrated these skills well—ensuring roles were evenly distributed and offering feedback—others allowed personal biases to influence team dynamics.
My Key Skill Reflections
• Strengths: Flexibility, team-oriented mindset, initiative.
• Areas for Development: Assertiveness, escalation protocols, formal communication in conflict situations.
Action Plan for Professional Development
	Goal
	Action
	Timeline

	Improve assertive communication
	Complete an online CPD course on assertiveness (e.g., FutureLearn or Coursera)
	1 month

	Gain operational confidence
	Undertake a Level 2 Health & Safety and Food Hygiene certification
	1-2 months

	Learn supervisory techniques
	Shadow a supervisor in future roles; read case studies from Cornell Hospitality Quarterly
	Ongoing


Section 2: Development Journey
This placement deepened my understanding of hotel operations and highlighted how F&B roles differ depending on organisational culture. Compared to my Level 4 placement at the Marriott, Novotel felt significantly less structured. At Marriott, I received a full induction, daily briefings, and structured training plans. At Novotel, my induction was minimal—I was introduced to only one fire exit, and despite several requests, was not shown the assembly point or given safety instructions beyond a verbal "come find me" approach.
From Level 4: Food & Beverage Operations, I learned that successful F&B operations require planning, communication, and compliance with safety standards (Barrows et al., 2021). My Novotel experience revealed a gap between theory and practice, especially regarding onboarding processes and consistent quality assurance.
In Level 5: Sustainable Hospitality and Tourism Management, I studied CSR strategies including waste management and staff engagement. Compared to the hotel I researched academically (a luxury resort with zero-waste goals and local sourcing policies), Novotel's sustainability practices in the F&B department were not clearly communicated or visible. Recycling bins were inconsistently labelled and food wastage during buffets went unmeasured.
Section 3: Service Improvement Proposal
Focus Area: Complaint Handling and Induction Training
I identified two interlinked issues requiring improvement:
1. Weak complaint-handling procedures.
2. Poor induction and onboarding of new F&B staff.
During my placement, guests raised issues such as incorrect room service orders and unlabelled allergens. These complaints were often handled informally or brushed aside. Staff told me they lacked training in service recovery, and there was no visible system for tracking or escalating complaints.
Supporting Literature:
According to ISO 10002:2018 standards on complaint management, organisations must implement clear feedback mechanisms and empower frontline staff to resolve issues (ISO, 2018). Zeithaml et al. (2018) reinforce that well-managed complaints can build stronger guest loyalty if resolved efficiently.
Proposed Improvement Plan
	Step
	Action
	Justification

	1
	Introduce a structured 3-day F&B induction covering property layout, complaint protocol, and food safety.
	Enhances confidence and compliance from day one.

	2
	Implement a digital or paper-based Guest Complaint Log, reviewed weekly by F&B leadership.
	Ensures accountability, service recovery, and pattern recognition.

	3
	Monthly staff workshops with simulated complaint scenarios.
	Improves emotional intelligence and response readiness (Lashley & Morrison, 2013).


These actions aim to bridge the service gap while aligning with Novotel’s midscale brand promise of reliable, efficient hospitality.
Conclusion
This placement helped me critically reflect on how food and beverage operations are managed in real-world settings. While my initial objectives were only partially achieved due to structural limitations within the department, I developed greater resilience, situational awareness, and practical skills that will benefit my professional journey.
I now have a deeper understanding of supervisory challenges, the importance of equitable team management, and the practical application of sustainable service models. Moving forward, I plan to build on these experiences through structured learning and further placements in better-managed environments.
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