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[bookmark: _Toc211791147]Introduction 
My work had me on the floor of the world-renowned Ritz London, a five-star hotel that has a long-standing reputation of delivering excellence in the hospitality industry. The Food and Beverage (F&B) activities of this hotel form part of its brand, as it encompasses the delivery of valued quality of food and beverages to the customers (Anon, 2010). The Ritz provides several unique food and beverage outlets with the Ritz Restaurant having a Michelin star, Ritz Club, afternoon tea service, and personal event service (Theritzlondon.com, 2025). The hotel focuses on luxury and top-notch service provision, where its F&B operations are one of the core aspects of their brands.
The Ritz F&B department is well-organised with an emphasis placed on the delivery of high service standards regarding the hotel being a top-tier prestigious hotel. These involve the diversification in cuisines, best-in class-ingredients used, and detailed consideration of presentation with quality service provided (Theritzlondon.com, 2025). During my placement, I have seen the way in which these offerings are carefully controlled and the interest of both experience among the guests and functional efficiency are delivered.
[bookmark: _Toc211791148]Reflection 
My placement at The Ritz London allowed me to learn how theoretical knowledge acquired in past modules, including Sustainability in Hospitality, Food, and Beverage Operations and Service Operations Management that could be used in my case in a reputable hotel environment. I was in a good position to contrast the real-world application of the concepts, e.g. sustainability practices, the quality of customer service, and managerial operations with the theory of these concepts. 
[bookmark: _Toc211791149]Sustainability in F&B Operations 
Sustainability in the hospitality business in the F&B operations was one of the vital theoretical concepts that I was learning. F&B sustainability can include minimising food waste, sourcing, and responsible food with energy-saving equipment. I have found some sustainable practices that conformed to these theories observed in The Ritz. For illustration, the hotel has employed locally-sourced and seasonal ingredients in most of its dishes, which is in line with sustainable sourcing strategy (Theritzlondon.com, 2025). The Ritz has a sophisticated system of waste management, which reduces the amount of food wasted and recycles packaging materials. It adheres to environmental laws. It was also in line with the debate about lowering environmental impact in hospitality (Dias, 2024).
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Figure 1: Sustainable Food Transformation System in the UK 
(Source: Food.gov.uk, 2025) 
There are some aspects to be improved. Although the hotel is undertaking a lot to acquire ingredients sustainably, I have noticed that some processes, like reduction of waste in peak demand seasons can be subject to more advanced methods like lean management. Rutherford and O’Fallon (2007) pointed out the importance of streamlining operations within peak periods in hotels to avoid waste, which I believe could be incorporated more within the operations of The Ritz F&B.
[bookmark: _Toc211791150]Customer Service and Operational Excellence 
The Ritz boasts impeccable customer service and it is the same as the theoretical frameworks I learned like the SERVQUAL measure that measures service quality along with 5 dimensions, including tangibles, reliability, responsiveness, assurance, and empathy (Johnston et al., 2012). The F&B department of the Ritz performed well in all these aspects, especially in making sure that the expectations of each guest were surpassed, be it in the Ritz Restaurant or the afternoon tea service. The personalization of service, whereby employees were trained to pre-empt on the guest requirements and offer tailored services to such guests, was impressive of the ideas of luxury service delivery (Hagg, 2013).
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Figure 2: SERVQUAL Model 
(Source: Johnston et al., 2012) 
The integration of real-time customer feedback to constantly enhance the service quality is another area that can be enhanced. Sometimes this feedback was gathered as a manual one at the end of the meal, a system recording customer sentiment in real-time is needed, which will allow responding to an identified problem faster (Walker, 2021). This would improve the operational efficiency and satisfaction of the guests at the Ritz. 
[bookmark: _Toc211791151]Food and Beverage Management Models 
Another sphere that made a strong impression during the reflection was the use of management and supervisory systems in F&B operations. I was allowed to see diverse managers managing different staff in the kitchen, servers, and hosts to balance coordination between the kitchen staff and front of house staff. I have talked to the F&B Manager at The Ritz and he highlighted the roles of delegation of tasks and supervision. The staff schedule was handled by Gantt charts and KPI dashboards were used to oversee the operational performance (Cousins and Weekes, 2020).
I also observed that there is a room to enhance communication when the peak services are to be observed. Even though the staff members were well-trained, there were cases of poor communication especially when the guests were offering high volume breakfast services, the orders they gave were delayed. Walker (2021) cited the necessity of real-time tools of communication that will mitigate such delays. A more effective system should be adopted like handheld systems that allow the servers to directly communicate with the kitchen to save time and minimise misunderstandings. 
[bookmark: _Toc211791152]Comparison with Previous Levels 
In comparison to Level 4, my vision of the F&B industry has changed. In the first place, I had been concentrating on theoretical issues of food safety, menu planning, and customer service. My experience in The Ritz helped me to observe the implementation of these principles in practice and learn the realities of running a high-end F&B business (Food.gov.uk, 2025). As a case study, I had been taught about HACCP (Hazard Analysis and Critical Control Points) in Level 4, but it was in The Ritz that I could see how HACCP is implemented in practice in food preparation and handling. I could notice strict food safety checks, like temperature control which correlates with the Food Safety Management guidelines (Andersen et al., 2023). This reaffirmed me with the belief on the significance of food safety habits in hospitality business.
The role of managerial decision-making in F&B operations was one of the major changes in my perception. I had attached it once more to being more logistical, i.e. taking care of timely delivery and controlling costs. My placement provided me with the firsthand experience of how the processes of decisions concerning the staffing, changes in the menu, and sustainability programs are to be thought through (Fanthorne, 2004). Managing quality dining and achieving a balance between cost-efficiency is a skill that I did not properly appreciate before.
[bookmark: _Toc211791153]My Involvement and Contribution 
During my work placement, I was involved with many F&B operations. I helped manage the guests' orders, provided feedback to the kitchen, and observed the flow of things. I helped bring in a new inventory system to tell everyone just how much food waste was created and what was done with each ingredient. I collaborated closely with the F&B team to input data into the system for ordering. This reduced the ordering of some items and helped prevent overstocking of ingredients (Wood, 2013). 
[bookmark: _Toc211791154]Conclusions 
During my time at The Ritz London, I have learned how to apply the theory from my other modules in the real world.  I saw how well sustainability projects succeed onsite, realized that great service starts and ordinary actions and how useful valuable assets effectively. This has great scope for improvement. The feedback system is very organized and there is a good way to tell people of busy times. Modernizing work can improve both customer and operational service. I have deepened my understanding of F&B Operations. I also wish to own a flourishing company that has the goal to not only run successfully, but also to be a thriving company that supports the earth into the future.   
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[bookmark: _Toc211791156]Appendix 
Learning Objectives and Achievement 
	Learning Objectives
	Achievement

	1. Apply sustainability practices in F&B operations
	Achieved. 
I saw the hotel and the local companies using good resources to make sure there is no waste from the hotel. The event has shown me that lifestyle changes truly help the environment.  

	2. Enhance communication and coordination within F&B teams
	Achieved with some room for improvement. I participated in the communication process between front-of-house and kitchen staff, though I identified that real-time communication systems could be enhanced for better coordination during peak service times.

	3. Improve understanding of food safety management
	Achieved. 
I have learned about various food safety practices, including HACCP and controlling food temperatures. These connected concepts are discussed in our food safety for hospitality classes. 


(Source: Self-developed) 
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