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My ten-week placement was undertaken at Novotel, Milton Keynes, a three-star hotel offering a range of Food and Beverage (F&B) services. The hotel features a restaurant with British cuisine, which provides a variety of dishes and options for dietary requirements. Guests can enjoy breakfast and dinner in a casual setting, complemented by a well-stocked bar serving various beverages. Additional services include event catering for meetings and private functions. These services are essential for delivering a positive guest experience and maintaining the hotel’s reputation (Walker, 2021).

During my placement I worked as a waitress within the F&B department, gaining experience in guest interaction and service delivery. This experience helped me understand how theory from previous modules connects to real life hospitality work. In this learning log, I will reflect on my experience, linking the theories learned during university to practice, compare with a team member and suggest improvements for the department. 

Reflection on Experience and Department Operations

Working in the F&B department showed me how challenging it is to keep guests satisfied while making sure operations run smoothly. During my placement I helped with breakfast and dinner service and sometimes event setups. For example, some of my responsibilities during breakfast service, were to help set up the buffet, serve drinks and clear tables quickly to keep the area clean. During dinner, I assisted with taking orders and delivering food, while for events, I have helped prepare meeting rooms and arrange catering. These tasks taught me that teamwork, time management and flexibility are very important in the F&B department. 

During Level 4 placement, my knowledge of the department was limited to basic service provision. However, during this Level 6 placement I was able to learn more about the complexity regarding resource management, leadership and strategic decision making. For instance, during peak breakfast hours, delays in re-stocking the buffet items negatively impacted on guest satisfaction, showing the operation challenges that appear during pressured and time restraint situations. This experience has reinforced the significance of processes and effective communication to obtain quality outcomes and reflected what we learned in Food and Beverage Operations.

This department involved planning, coordination and leadership; it is not just about following steps but about creating a good experience for guests while managing resources efficiently (Slack et al., 2010).

Linking Theory to Practice 

I was able to link several theories from my previous modules to my placement experiences. Herzberg’s Two Factor Theory explains the difference between hygiene factors like pay and working conditions and motivators like recognition and responsibility (Herzberg, 1959). At Novotel Milton Keynes, hygiene factors were adequately addressed through clean facilities. However, motivators such as recognition were limited, which sometimes affected the staff morale. For example, staff rarely received feedback for exceptional service during peak hours, which reduced the motivation.

Similarly, McGregor’s Theory X and Theory Y, was reflected in my supervisors’ management styles. Some supervisors adopted Theory X, which showed stricter control and closer monitoring, while others adopted Theory Y, trusting the staff more to take initiative. I also noticed that shifts led by Theory Y supervisors were more collaborative and it resulted in smoother service and happier guests and staff. This aligns with Service Operations Management principles which explains the role of empowered employees in delivering consistent service quality (Johnston et al., 2012). 

Another theory I noticed was Kolb’s Experiential Learning Cycle; my learning followed the four stages:
· Concrete Experience: Watching and assisting in service and guest interactions during busy times.
· Reflective Observation: Thinking about problems like low motivation and sustainability gaps.
· Abstract Conceptualisation: Linking these problems to theories like Herzberg and McGregor.
· Active Experimentation: Sharing ideas in teams’ meetings like recognition programs and waste reduction (Kolb, 1984). 

This cycle helped me understand how theory and practice connect and how reflection improves performance. 

Comparison with Team Member 

I discussed with Ivan (F&B Manager) about operations, Ivan told me sustainability is very important in F&B, like reducing food waste and using local suppliers. The hotel is undertaking various sustainability practices such as recycling and portion control, however, I think there is room for improvements. For example, surplus food from events was usually discarded rather than repurposed or donated, which contradicts waste minimisation. 

This reminded me of the Sustainability for the Hospitality Industry module, which advocates that good environmental practices enhance hotel’s reputation and attract guests who value sustainability (Walker, 2021). Linking sustainability to the F&B operations is not only about reducing waste but also about cost control and marketing benefits. Ivan suggested that emphasising sustainable practices would attract guests that prioritise and value green practices. 

My involvement and Learning

At the beginning I was focusing on my routine tasks but learned quickly the value of being proactive and seeking opportunities. For example, I started asking questions and offering recommendation regarding our surplus of baked items, suggesting donating these in order to reduce waste. I have also suggested an informal recognition system, such as verbal communication to boost staff morale. 

These recommendations made me feel more involved and showed me that even small ideas can make a difference. I learnt that communication with the team is important for improving service delivery and solving problems. Additionally, I noticed that leadership styles affect staff morale and involvement. As mentioned previously, showing Theory Y characteristics, fosters more trust in the employees and encourages them to collaborate (Brownell, 2010). 

Recommendations for Improvement

Reflecting on my time at the hotel, I suggest that the hotel can improve in the following ways: 

1. Staff Recognition: Give monthly awards or feedback session to motivate staff. Implementing incentive programs would reinforce positive behaviour (Herzberg, 1959). 
2.  Sustainability Practices: Monitoring food waste and purchasing from local suppliers. These sustainability practices will reduce costs and improve the brand’s reputation (Walker, 2021). 
3. Leadership Development: Provide training for staff to use transformation leadership for better service quality. Leading with trust and supporting staff, will result in smoother service and satisfied guests (Brownell, 2010). 

These improvements would make the department more efficient and create a better experience for both staff and guests. 

Conclusion 

My placement at Novotel Milton Keynes gave me real insight into F&B operations and management. I saw how leadership style, motivation and sustainability affect guest experience. Linking my observations to theories like Herzberg, McGregor and Food and Beverage Operations and Sustainability for the Hospitality Industry helped me understand the connection between theory and practice. Compared to my Level 4 placement, where I viewed the department mainly as a service function focused on delivering food and drinks, I now see it as a complex operation that involves, planning, leadership and strategic decision making. This shift in perspective showed me that F&B is not just about following procedures but about creating value for guests and supporting the staff and hotel’s overall goals. If the hotel is improving their recognition procedures, sustainability and leadership consistency the services will be of higher quality, and the guests will be greatly satisfied. This experience gave me useful skills and confidence for my future career in hospitality. 






Appendix 1: Learning Objectives

Objective 1: Understand how F&B operations work at Novotel 
Achieved: During my placement, I actively participated in breakfast, dinner and event services, which helped me gain a clear understanding of how different parts of the F&B department work together to deliver smooth guest experience. I learnt how planning, coordinating and time management are essential for maintaining service standards in a busy hotel environment. 

Objective 2: Apply theory to real situations 
Achieved: I was able to connect the theories I studied, such as Herzberg’s Two Factor Theory and McGregor’s Theory X and Y, to what I observed in practice. For example, I noticed how recognition and leadership style influenced staff motivation and performance during service. This helped me see how academic concepts are applied in real hospitality operations and why they matter for achieving consistent service quality. 

Objective 3: Suggest improvements for enhancing the hotel 
Achieved: Based on my observations and discussions with team members, I proposed practical ideas to improve the department, such as introducing staff recognition programs, implementing better sustainability measures like reducing food waste and encouraging members of the team to adopt a more consistent leadership approach. These suggestions were aimed at improving staff morale, operational efficiency and overall guest satisfaction. 
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