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1.Introduction
During my Level 6 placement, I worked in the Food and Beverage department at Hockley House, a small independent hotel in Solihull, United Kingdom. The hotel operates with a small team, which means staff often take on multiple responsibilities across bar service, table service and event operations. Having previously completed a placement with the same core team during Level 4, I was familiar with the environment, but this placement allowed me to observe the department more critically and take on greater responsibility.
This learning log reflects on my experiences during this placement and connects them with key concepts from the Food and Beverage Operations module, as well as related ideas from management and guest service theory. It focuses particularly on teamwork, service quality, communication and sustainability within the Food and Beverage department, and how these aspects influenced my professional learning and development.
2. Main Body
During my placement at Hockley House, I focused on applying what I had previously learned in the Food and Beverage Operations module at Level 4. The module emphasised the importance of service workflow, menu knowledge, hygiene standards and maintaining presentation consistency throughout service (Cousins and Weekes, 2020). In theory, the food service process follows a structured order: preparing mise en place, greeting and seating guests, taking orders, serving food and drink, clearing tables and processing payment. However, working in a small hotel environment showed me how this sequence is often adjusted in real time depending on customer volume, staffing levels and unexpected situations. This made me realise that effective service requires adaptability and decision-making, not just following steps.
I worked closely with Amit Pandit, an all-rounder Food and Beverage Assistant who supported bar service, breakfast, table service and event preparation. Amit also trained me by demonstrating how to manage tasks efficiently during busy periods, such as how to prioritise serving drinks before clearing tables, or how to multitask when multiple guests required attention. Amit’s approach reflected the principles of Adair’s (1979) Action-Centred Leadership, particularly the balance between supporting me individually, working collaboratively as a team and ensuring the tasks were completed correctly. This allowed me to apply Food and Beverage Operations theory in real practice, rather than understanding it only at a theoretical level. Compared to my placement in Level 4, when I mainly saw Food and Beverage work as completing tasks quickly and correctly, I now understand that effective service depends on communication, coordination and supporting each other under pressure.
In addition to this, the Management and Organisational Behaviour module helped me understand the informal leadership dynamics within the team. Hockley House had what Handy (1986) describes as a task culture, where the focus is on getting the job done, and roles are fluid rather than rigid. This meant that staff frequently supported each other and stepped into different roles when needed. While this flexibility created a supportive working environment, it also led to inconsistency, especially during busy service periods. When pressure increased, leadership tended to become more task-focused than people-focused, similar to the Authority/Task style on Blake and Mouton’s (1964) Managerial Grid. This shift affected not only the pace of service but also communication and food presentation standards.
Communication challenges between front-of-house and the kitchen became more apparent during high-pressure situations. The chef was highly skilled, but English was not his first language, which sometimes led to misunderstandings regarding dish modifications or allergen requests. In the Food and Beverage Operations module, we discussed how clear communication systems, such as visual plating guides or written confirmation on orders, can support consistency (Cousins & Weekes, 2020). In practice, I learned to double-check orders before they reached the kitchen and confirm any changes verbally. This improved coordination and reduced mistakes, reflecting how small operational adjustments can make a significant difference.
A key learning moment was handling a guest complaint about the presentation of their meal. While the quality of the food itself was not the issue, the plating had been rushed because of the busy restaurant environment. From the Guest Service Management module, I learned that service recovery should involve remaining calm, acknowledging the issue and offering a clear resolution. I apologised, returned the dish to be corrected and ensured it was re-served in a timely manner. The guest left satisfied. This situation aligns with the SERVQUAL model (Parasuraman, Zeithaml and Berry, 1988), which explains that dissatisfaction occurs when the service outcome does not match expectations. Johnston and Michel (2008) also argue that effective recovery can actually improve guest loyalty, which I observed through the positive outcome of this situation.
I also noticed challenges related to sustainability, particularly around food waste. There were instances where dishes were returned due to inconsistencies in presentation or cooking, and during private functions, leftover buffet items often had to be discarded because they could not be safely reused. In my Sustainability in Hospitality module, I learned that hotels are encouraged to monitor food waste and adjust production based on demand patterns (Sloan, Legrand and Chen, 2017). There was no formal waste tracking system in place at Hockley House, which meant that opportunities to reduce waste were not always captured. Research on the circular economy in hospitality suggests practices such as repurposing surplus ingredients or preparing smaller batch quantities based on real-time demand (Geissdoerfer et al., 2017). Introducing a simple waste sheet or feedback loop between the kitchen and service team could support both environmental sustainability and cost control.
Emotionally, the placement also developed my confidence. At the beginning, I sometimes felt under pressure during busy service periods or when handling guest complaints. However, over time, I learned to remain calm, organise tasks efficiently and communicate clearly. Lashley (2018) explains that confidence in hospitality is built through repeated practice and reflection, and I found this to be true. By the end of the placement, I felt more capable of working independently and supporting the team during peak times.
Overall, this placement helped me understand how theory and practice interact in real hospitality settings. It showed me that service quality depends not only on technical knowledge but also on teamwork, adaptability and communication.
3.Conclusion
Overall, this placement strengthened my understanding of how Food and Beverage operations function in real hospitality settings. By applying what I learned in the Food and Beverage Operations module, I recognised how service quality depends on workflow organisation, communication and the ability to adapt during busy periods. Working closely with Amit Pandit helped me learn practical service skills, improve my confidence with guests and understand that leadership can be informal, supportive and based on shared experience rather than job titles. I also learned how teamwork and communication shape the guest experience, especially when managing complaints or handling multiple tasks at once.
In addition, observing food waste during service and events helped me connect my placement to the Sustainability in Hospitality module, where I learned that small operational adjustments can reduce waste and improve efficiency. This experience has encouraged me to pay closer attention to portion control, presentation checks and communication with the kitchen.
Moving forward, I aim to continue developing my service skills, bar knowledge and confidence in coordinating tasks during busy periods, while also being more aware of sustainability and consistency in daily operations.
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5. Appendix — Learning Objectives
Learning Objective 1: Improve Confidence in Guest Interaction
My first aim was to feel more confident when speaking with guests, especially during busy service periods. I achieved this by observing how Amit communicated with customers and by gradually taking responsibility for approaching tables and responding to questions. Handling the meal presentation complaint helped me gain confidence in managing difficult situations calmly. By the end of the placement, I felt more comfortable addressing guests independently.

Learning Objective 2: Develop Practical Bar and Service Skills
I wanted to improve my bar service skills, including pouring drinks, operating the till and maintaining the bar area. Amit provided step-by-step guidance and allowed me to practise during quieter moments. I gradually learned how to work the bar more efficiently. While I did not learn more advanced cocktail-making, I did gain solid confidence in everyday bar operations and customer service at the counter.

Learning Objective 3: Understand Workflow and Team Coordination
I aimed to understand how front-of-house and kitchen teams coordinate service, particularly during events and busy periods. I observed how communication and timing affected service outcomes, and I recognised how staff shortages created extra pressure. Although coordination was sometimes challenging, especially due to language barriers, this placement helped me understand how workflow depends on clear communication, shared expectations and the ability to adapt in real time.
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