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While working at Novotel Southampton for 10 weeks, as a food & beverage assistant, I had a chance to participate in various Food & Beverage (F&B) operations that included several different service areas. Within, the Novotel Southampton midscale property includes an all-day restaurant, bar lounge, option for room service and facilities for events and meetings. Customer satisfaction and revenue depend greatly on the work of the F&B team.
Three learning objectives:
1. To know how the whole process of serving food and beverages to customers happens.
2. To learn and apply practical supervisory and leadership knowledge at a real hotel or restaurant.
3. To become better at communicating with others from different backgrounds, both team members and guests.
[bookmark: _Toc200953884]Section 1: Role Reflection Using Gibbs’ Reflective Cycle 
Description
As a food and beverage assistant, I got to work in numerous areas like the restaurant, bar, room service and different events. Throughout my experience, I worked in different departments and learned how to stay professional, adapt well and prioritise delivering excellent service in a bustling hospitality environment. I had to support service, assisted guests, gained hospitality experience. I also managed choosing seats for passengers and checking hygiene during certain times.
Feelings
At first, I was overwhelmed by how quickly things moved, mainly during breakfast time and at events with companies. As I got to know the protocols and how my team worked, I felt more assured (Mo and Borbon, 2022). Doing many tasks at the same time, meeting guests and handling errors in tough situations became interesting to me.
Evaluation
In order to manage well, supervisors focused on leadership, resolving problems, clear communication and being adaptable (Almeida and Campos, 2022). I noticed that strong team communication improved the speed of room service and events. I was able to handle guest concerns using my communication and adaptability, even if I had trouble making fast decisions and depended on supervisors when things got urgent. I am able to adapt and communicate effectively, but find it difficult to make quick choices and usually need someone supervising me during pressure.
Two significant examples shaped my understanding of supervision:
Example 1: Effective Supervision Example
At the banquet event, the supervisor made sure to update all team members, organise their duties and keep checking on them regularly (Xu et al., 2022). It led to getting things done quickly, very few customer complaints and well-managed operations. It pointed out how important it is for leaders to be present, organise well and give feedback (Donkor, 2025).
Example 2: Ineffective Supervision Example
In this instance, on a crowded Friday night at the bar, the acting supervisor did not handle staff shifts appropriately, causing people to wait longer and see the guests showing their dissatisfaction. A lack of contact and information led to uncertainty among team members which lowered team morale (Dominguez Picart et al., 2025).
Analysis
According to Lee, Jeong and Shea, (2021) when supervision is effective, it is largely because the leader uses transformational leadership to encourage employees with vision, support and their own example. The first one demonstrated it, but the second didn’t which was not useful in a pressured environment. It was also helpful that what I witnessed in the workplace matched what I read in Herzberg's motivation-hygiene theory, which identifies recognition and easy role understanding as major motivating factors for employees.
Conclusion
All these experiences showed me how important it is to have both leadership and effective planning in the F&B industry. Operational success depends on efficiency, but it also needs communication and emotional intelligence (Nguyen et al., 2021).
Action Plan
	Skill
	Plan
	Resources
	Timeline

	Leadership
	Take hospitality leadership course
	Online course, university modules
	1 month

	Delegation
	Join group projects
	University assignments
	Ongoing semester

	Practical Skills
	Shadow leaders during placement
	Placement mentors, supervisors
	Next placement
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[bookmark: _Toc200953885]Section 2: Development Journey
2.1 Compare current F&B placement experiences to Level 4 F&B placement experiences.
At Novotel Southampton, where I did my level 6 work placement, I discovered key differences from my level 4 hotel which was much smaller. At Level 4, the hotel was not as large as other hotels and prepared regular a la carte meals for breakfast and dinner, but did not usually accommodate big events or banquets. There was more flexibility in jobs, less training was needed and people usually did their duties when required (Kuokkanen and Van der Rest, 2022). As an example, Novotel Southampton had consistent processes, the main services they provided were mobile feedback, communication technology and POS tools (Lee, Jeong and Shea, 2021). Because of the organised nature of the hotel, I was able to witness firsthand the advantages larger hotel chains gain from running operations efficiently.
2.2 Reflect on learning from the following modules
At Level 4 – Food & Beverage Operations, I studied mise-en-place, main food safety regulations and better ways to sequence meals. Because of my internship experience, I found it easy to perform management task, since real-world cases were not always what I learned in school. Waste reduction, adopting responsibility for things we use and eco-friendly practices were topics I learned in Level 5 – Sustainable Hospitality & Tourism Management. I noticed the principles by eating regional items, using digital menus and filling up containers from reusable dispensers. But I realised that it can be difficult to balance being sustainable and controlling costs. I learned a lot more as far as skills, thinking and practical knowledge are concerned from Level 5 than I did from Level 4.

[bookmark: _Toc200953886]Section 3: Service Improvement Proposal
[bookmark: _Toc200953887]3.1 Identified Issue: Staff Training and Consistency
The team in charge of food and beverage at Novotel Southampton did not provide continuous service because staff was poorly trained and most were temporary workers (Amanamah et al., 2025). People noticed there were delays with breakfast, for example food was served cold and table clearing was slower than normal. Such issues, identified by permanent workers, became more obvious in busy times, when the use of agency staff was high (Marano et al., 2020).
[bookmark: _Toc200953888]3.2 Justification
As employees didn’t receive proper training and there were many temporary workers, services deteriorated which led to food being served cold, extending wait times and making it harder for customers to leave when needed (Al- Sabi et al., 2023).
[bookmark: _Toc200953889]3.3 Improvement Plan
3.3.1 Implement a Micro-Training Programme
Make training modules that are short and interactive, allowing staff to access them on mobile or tablet devices (Mo and Borbon, 2022). Staff must be trained on main service duties, managing allergies, processing complaints and following set standards for the brand.
3.3.2 Introduce Peer Mentoring
Pair up new staff with seasoned employees in their first few shifts. Working together in a peer group helps everyone feel like they belong and value the company’s culture.
3.3.3 Establish a Quick-Reference Handbook
Provide quick reference signs for staff in the staff room that display the various menus, service steps and things to avoid when interacting with customers (Chien et al., 2020).
[bookmark: _Toc200953890]3.4 Enhanced Performance and Knowledge
By performing well and gaining knowledge, people can succeed in meeting the goals of the service. By looking at what guests say and data about hospitality, the food and beverage team raises standards and always meets the expectations of staff and guests for higher satisfaction. An analysis of guest feedback at Hilton Hotels resulted in new breakfast arrangements that made things more efficient and happier for guests. It demonstrates that relying on data makes food and beverage teams meet expectations and offer great service (Nguyen et al., 2021).
[bookmark: _Toc200953891]Conclusion
In concluding notes, being at Novotel Southampton for 10 weeks gave me both opportunities and challenges. Taking on some supervisory tasks, I noticed, and I want to gain more confidence in resulting decisions. I was successful at achieving a majority of learning targets especially in the areas of Food & Beverage and communication skills. Reviewing the team's performance weekly with Gibbs’ model revealed areas that needed improvement. Looking back at previous experiences helped me see how much I had grown. Even though I was still learning, starting here offered me strong support to build my career in hospitality management.
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