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                              Introduction
The Food and Beverage (F&B) rotation at Novotel Cardiff Centre comprised the first three-week segment of a designed 10-week industry placement within a full-service international brand hotel. This four-star hotel, part of the Accor Group, features a restaurant that provides a range of food and beverage services such as lunch, dinner, a bar/lounge, and catering for both business and private events.  The students experienced a very real and fast-paced model of hospitality delivery working with the visitors, as they witnessed and engaged on various levels, daily setup in the restaurant, servicing guests, and working alongside operations at busier times to really evolve their experience, options and knowledge about successful hospitality service. This reflection log will attempt to think critically about their ability to integrate theory with practice once they have some theoretical framework and development through their undergraduate course. This reflection log will layer in a focus on service quality, sustainability, and team processes - but it will also engage their own experiential learning to evaluate if their practice is effective. This reflection log is not simply writing about the daily happenings or the week; it will be about questioning. 
[image: ] 
Figure 1:(Novotel Cardiff centre) 
(Source: https://www.tripadvisor.com/LocationPhotoDirectLink-g186460-d211571-i27249033-Novotel_Cardiff_Centre-
Cardiff_South_Wales_Wales.html) 
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2. Main Body 
[bookmark: _Toc6096]A. Service Quality and Guest Experience 
Critical Evaluation of Service Delivery 
While there was a clear emphasis on service quality during my time in the F&B department at 
Novotel Cardiff Centre, the standard of service could vary based on time pressure and staffing. Most of the time, lunch and dinner went off without a hitch. The table's cleanliness, presentation, and overall arrangement often met the criteria. Sometimes, the service wasn't as nice when there were a lot of people since there was not enough time. For example, lunch delivery could take longer when things are busy, which might make guests angry. 
Dimensions of Service Quality in Practice 
The hotel demonstrated that it had put together a focus on tangible aspects of service, like uniforms for staff, good signage, and neat and orderly seating. However, reliability fluctuated; particularly, the fulfilment of special dietary requests was missed or delayed at times. The staff exuded confidence with their duties, especially the supervisory roles, but the 'newbie' less so, which tended to create a baseline of guest trust (Sahlberg and Walker, 2021). Staff empathy varied; some were very engaging, while others seemed unable to make time due to being busy.  
Handling Service Failures 
 While I was interning in food and drink at the Novotel Cardiff Centre, I saw and assisted with service difficulties firsthand. During lunch service, a diner said their meal was undercooked and complained. Anthony the team leader, was instantly alerted about the mistake. He did a great job of fixing it by providing the client a 20% discount on the meal and making sure the dish was replaced right away. This episode taught me how crucial it is to be cool, reply fast, and handle disgruntled customers with respect.  
This illustrates how service recovery may transform an unpleasant situation into an opportunity to earn back customers' trust. Cousins and Weekes (2020) argue that rehabilitation methods that generate customer loyalty should be transparent, empathetic, and fast to reply. Anthon's strategy emphasised how crucial it is to be honest and work together to find solutions. It also underlined how important it is to have clear reporting procedures in place to keep track of issues.  
 
I did a terrific job filling out all the papers I needed to, such pre-billing reports, refund forms, and daily pack checklists for food and beverages that needed to be signed by a manager or supervisor. I gained more about what it takes to manage a food and drink company after doing these things, especially when it comes to being responsible and keeping proper records. I also learnt how to accept orders, aid with room service delivery, and make sure the food was good for lunch and dinner. 
[bookmark: _Toc6097]B. Sustainability in Food and Beverage Operations 
Waste Management and Portion Control 
Sustainability is becoming more important in hospitality, and Novotel Cardiff Centre demonstrates an interest in addressing its environmental impact (Hashmi, 2024). One common technique to achieve this was to limit the amount of food served at lunch and evening meal by giving them pre-packaged meals. This cut down on food waste, but it also generated more plastic rubbish from wrappers and containers. 
Food waste was disposed of in bins designed specifically for this purpose, but it was unclear what was done with this food waste, including whether it was composted, donated, or placed into a landfill. Staff appeared not to know local charities or any food redistribution initiatives, further indicating a gap between policy and implementation (Moggi, Bonomi, and Ricciardi, 2018). 
Culture of Sustainability or Surface-Level Branding 
The staff had a range in their understanding of sustainability. Sometimes, team leaders would reference the brand’s eco-initiatives, and the staff understood that the brand was about sustainability, but there was little facilitation of those behaviours every shift. Some of the sustainable behaviours felt a bit tokenistic (I.e., a sign asking guests to reuse towels), without any formalised back-of-house processes being used clearly and modelled by leaders. 
[bookmark: _Toc6098]C. Team Management and Motivation in F&B 
Observations of Team Dynamics 
The Novotel Cardiff Centre's Food and Beverage team included staff with a considerable variety in their experience and cultural background. Generally, conversations were professional in tone, but sometimes not crisp in clarity—especially at the time of changeover between shifts. 
The briefing each morning was usually hurried, with little time for clarification or feedback.  
Leadership Style and Motivation 
The leadership style seemed to be task focused. The supervisors did provide support but did not involve team input on anything (Sandstrom and Reynolds, 2020). The motivation of team members varied. Some seemed engaged, especially when they were given specific responsibilities or tasks, while others seemed to passively just do what they were asked to do. There was very little recognition (other than simple acknowledgement) for good performance, which may affect ongoing engagement and morale. 
Impact on Staff Retention 
Due to the nature of the work involved in F&B, not having a structured motivation mechanism can promote burnout. Rotas were often changed with little notice, which was frustrating for team members (Motter, Silva, and Santos, 2021). This instability and the lack of potential development paths in the department may impact longer-term staff retention. 
[bookmark: _Toc6099]D. Personal Development and Theory-in-Practice 
Adapting to a Real-World F&B Environment 
I have gained a rich understanding of F&B operations through practical experiences. At first, previous modules of theoretical material showed an impression of service delivery which is quite structured and almost idealistic. However, in practice, multiple decisions were made under pressure, and I had to use adaptability and think quickly. I also discovered that adequate service often involved compromise, particularly on the balance between the wants of the guest and operational limitations. 
Learning Through Experience 
A notable instance of learning happened when I made a mistake while delivering a drink order to a guest (Walker, 2021). Instead of denying responsibility, I owned up to it, apologised, and remedied the situation. This realisation helped to reinforce the importance of personal responsibility and gain trust from the guest. These instances coincided with the idea of experiential learning - understanding is formed for the learner through reflection on action instead of through explicit instruction alone. 
Shifting Perceptions and Career Outlook 
Before the placement, I thought F&B roles were simple. I have learned, though, just how complex it can be from dealing with customers' expectations to managing the back of the house under tight time frames. This experience has changed my opinion of a career, developed my respect for frontline hospitality staff, and helped me understand the leadership qualities you must have to be successful in such roles (Montargot and Ben Lahouel, 2018).  
 	 

[bookmark: _Toc6100]3. Conclusion and Recommendations 
The Food and Beverage placement at Novotel Cardiff Centre presented a great chance for me to encounter the practical realities of hospitality service and to compare them to the theory studied previously. While the hotel showed strength in ensuring visual consistency and delivering a basic service, an over-reliance on standardisation sometimes limited responsive and personalised service, particularly at busier times. Although sustainability practices were referred to in the generic service standards, there was little depth to the meeting of those operational practices or engagement from the staff, suggesting a need to think more about authenticity and education around operationalising their environmental commitments. Another area of concern was the motivation of the team or lack thereof; there were concerns about communication and recognition of team efforts, which may negatively impact morale and the future retention of staff. These observations have notably shifted my perception of work in F&B from a more task-based view to one that acknowledges the complexity and interpersonal skills needed to provide quality service and leadership. 
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The member Accor
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Supervisor Signature Sheet- Service Report
                               [image: A paper with a receipt on it

AI-generated content may be incorrect.]                   [image: ]


1 
 
1 
 
1 
 
image4.jpeg
T3L 0NN

AN

{25
wmble|d

o3 una] QAT

SSTLLIWIT JAIT - 202DV

Stu QIS usm





image5.jpeg
/zﬂ_smeﬂls
D e





image6.jpeg




image7.jpeg
TAINDD 4HIAAVD TLOAON

- ThgellL
ﬁw%

~ AIAHS =

mZOFm:U

s





image8.jpeg




image9.jpeg




image1.jpg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image2.jpg




image3.jpeg
Vs 08 s e

S lolelcIo
IO
&2 )
#oy BB





