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Reflection and Professional Development at Leonardo Hotel East Midland Airport
Introduction
Leonardo Hotel East Midland Airport is located conveniently by the East Midland Airport and features a fine dining restaurant and casual table service concepts (Leonardo Hotels, 2025). During my placement, I worked in the food and beverage department, which included a restaurant and a bar with casual dining. In my work experience, the learning goals were predominantly the understanding of good teamwork & team management, developing customer interaction skills, and understanding hospitality on a wide range. All of these goals formed the basis of experiential learning and reflections that I encountered during my placement. My expectations were met highly during this experience, I worked morning, lunch and evenings shifts, they all varied depending on the customer needs. The services were very different during the different shifts and customer demands also varied. 
Role Reflection
During my work placement at Leonardo Hotels, I was positioned within the Food and Beverage department, primarily assisting with breakfast and lunch service. One of the main challenges I encountered was managing the significantly higher volume of guests during breakfast compared to lunch. Breakfast service was extremely busy, particularly during peak hours between 7:30am and 9:30am. Guests often arrived at similar times due to business schedules or checkout times, which created pressure on seating availability, buffet replenishment, and staff coordination. In contrast, lunch service was calmer, with a more steady and manageable flow of customers. Decisive actions included strategising the resource distribution for effectively carrying out services and upholding the operational flow demanded at the placement, which was in close correlation to what we learning during management modules for the hospitality industry (Raras et al, 2024).
Initially, I felt overwhelmed during breakfast shifts. The pace was much faster than I expected, and I sometimes worried about making mistakes under pressure. I felt stressed when tables were not cleared quickly enough or when buffet items ran low. However, I also felt motivated to improve and become more efficient. In addition, I learnt about working under pressure and managing difficult practices, the complexity theory application turned out being helpful during these hurdles (Faller et al, 2020). I began to feel more confident handling busy periods and communicating with team members. During lunch shifts, I felt more relaxed and able to provide more personalised service, which I enjoyed. I also found that staff would jump in including duty managers to make sure that other staff are not struggling. 
There were both positive and negative aspects of this experience. On the positive side, the high-pressure breakfast environment helped me develop time management, teamwork, and problem-solving skills. I learned the importance of preparation, such as ensuring tables were set in advance and monitoring buffet levels proactively. The team supported each other well, which created a strong sense of collaboration. On the negative side, the intense pace sometimes reduced opportunities to engage meaningfully with guests. Service occasionally felt rushed rather than attentive. I also noticed that when communication between staff was unclear, delays occurred in clearing tables or replenishing food, which affected customer satisfaction. This is a skill I learnt from my level 4 work placement, the lack of communication can lead to failure of customer service. For instance, one of my strong reliable characteristics is my ability to motivate and communicate with the staff efficiently. This characteristic correlates with the desirable managerial traits evident in hospitality industry studies today (Mistry et al. 2-24). However, I also found out that I do not deliver feedback consistently. This implies my weakness in providing this component which is also important to be dealt with according to existing studies addressing the correlation between the components delivered by supervisors and employees outcomes such as performance and job satisfaction (Yu et al. 2473-2496). Hence, the acknowledgment of the two components evidence is relevant to the delivery of a focused plan to improve them, especially in the supervision style that I practiced during my time in the hotel. 
The main issue stemmed from demand exceeding the service flow capacity during peak breakfast hours. Unlike lunch, where guest arrivals were staggered, breakfast demand was concentrated into a short timeframe. This created operational strain on seating, kitchen output, and front-of-house staff. Effective hospitality management requires forecasting demand and allocating sufficient staff accordingly. I realised that preparation and clear role delegation were crucial (Perez and Apritado, 2022). When team members had clearly defined responsibilities—such as one person focusing on clearing tables and another on buffet monitoring—service ran more smoothly. This reflects the importance of operational planning in hotel food and beverage management.
Overall, this experience significantly enhanced my understanding of hospitality operations. Although breakfast service was challenging, it pushed me out of my comfort zone and strengthened my resilience. I learned that remaining calm under pressure and communicating effectively are essential in high-volume service environments. The contrast between breakfast and lunch also showed me how customer flow impacts service style and staff workload.
If I were to face a similar situation again, I would improve my preparation strategies by arriving early to organise my section thoroughly. I would also prioritise proactive communication with colleagues during peak times to anticipate issues before they escalate. Additionally, I would continue developing my ability to multitask efficiently while maintaining a positive and professional attitude. In the future, I aim to build further experience in high-volume hospitality settings to strengthen my confidence and leadership skills. This Action plan is to improve service during busy hours, I have noticed there is no system in place when there are a lot guest dining and everything gets very confusing which leads to less space for seating, food is arriving late and staff are working under pressure. 
1. Streamline the Order-Taking Process
· Use handheld POS (point-of-sale) systems or tablets for servers to send orders directly to the kitchen.
· This reduces time spent walking back and forth and minimises errors from handwritten tickets.
2. Implement Pre-Shift Prep & Station Assignments
· Conduct a quick pre-shift meeting to assign roles (e.g., drink station, runner, expeditor) and prepare common items in advance (e.g., garnishes, condiments).
· This ensures each team member knows their responsibility and is ready to move fast.
3. Use a Table-Tracking or Kitchen Display System (KDS)
· Track table status (e.g., just seated, ordered, waiting on food) digitally to improve communication between front and back of house.
· Helps staff prioritize high-wait tables and improves coordination, especially during peak hours.
Conclusion
In conclusion, my placement at Leonardo Hotel East Midlands Airport has been instrumental in shaping my practical understanding of hospitality operations and leadership within food and beverage department. The experience allowed me to connect academic theory with real experience, particularly in relation to operational planning and supervisory practices. Managing the high-volume breakfast service highlighted the importance of forecasting demand, structured delegation, and effective communication in maintaining service quality under pressure. While I demonstrated strengths in motivation, teamwork, and communication, the placement also revealed areas for development, particularly in delivering consistent and constructive feedback. Recognising this gap is essential for my growth as a future hospitality professional, as effective supervision directly influences employee performance and guest satisfaction. The contrast between breakfast and lunch services further reinforced how fluctuating customer flow impacts operational efficiency, staff coordination, and the overall guest experience. Moving forward, I aim to implement clearer systems during peak periods, including defined station roles, improved order-tracking processes, and structured pre-shift briefings. Overall, this placement has strengthened my resilience, adaptability, and managerial awareness, preparing me for future leadership roles within high-pressure hospitality environments.
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