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Introduction
During my ten-week placement at DoubleTree by Hilton Southampton, I spent five weeks rotating through different departments. This log focuses on my time in the Food and Beverage sector. The department handles breakfast (served on a self-service basis in the restaurant), bar lunch, conference meals, and room service. The team had to stay in sync with the kitchen and front desk, especially when things got busy. While working there, I wanted to understand how supervisors guide the shift, become faster and more accurate with billing tasks such as opening tabs, and consider where CSR could be applied in day-to-day service.

Section 1: Role Reflection
To critically reflect on my placement experience, I applied Gibbs’ Reflective Cycle (1988). This model allowed me to analyse specific service situations and understand how my actions shaped outcomes.
        1.	Description (What happened?) 
In F&B, I worked across different parts of the service. Most of the time, I was welcoming guests, helping with clearing and resetting tables, and dealing with dietary needs. One task that stood out was the restaurant tab process Hilton uses. I had to collect the DBB list from reception, confirm room numbers, check credit or allowances in the POS, and then get the guest to sign the bill. There were several steps, and it took some time before I felt like I was doing it properly, especially when the service got hectic during dinner.
        2.	Feelings (What was I thinking and feeling?) 
I observed that effective supervisors strike a balance between logistical control and emotional intelligence. Their ability to remain calm under pressure and communicate stood out. According to Ohlsson et al. (2020) and Stainbock (2019), these qualities are essential in fast-paced service settings. I noticed that I could manage pressure well and remain detail-oriented during tasks like allergen management, but I felt less confident asserting myself when coordinating with more senior staff.
        3.	Evaluation (What was good or bad?) 
One morning, during a busy breakfast shift, our supervisor calmly reassigned tasks, delegating allergen enquiries to me, ensuring both service flow and guest safety. In contrast, on a day when no supervisor was present, billing confusion led to guest complaints. These experiences showed the direct impact of supervision on team performance and guest satisfaction.

        4.	Analysis and Conclusion (What did I learn?)
These moments made me realise the importance of proactive leadership and clear delegation. I recognised that improving my assertiveness and leadership awareness would help me contribute more effectively to team coordination.
        5.	Action Plan 
1.   Take a short situational leadership course
2.   Shadow my line manager weekly
3.   Lead brief pre-shift meetings for practice

Section 2: Development Journey
Comparison with Level 4 Placement
In my first-year placement, I worked in a small independent hotel with a limited guest profile and less formal service procedures. Compared to Hilton Southampton, that setting felt simpler. At Hilton, strict brand standards of operation (SOPs) and a more diverse clientele meant that communication and precision were far more important (Rutherford and O’Fallon, 2006).
For the Food and Beverage Operations module, we had an assignment where I created a basic menu during that first placement. I did not consider dietary needs at the time, partly because the hotel did not place much focus on this, and I overlooked it. Reflecting on this now, after gaining experience at Hilton, I understand that many guests expect more: gluten-free, vegan, and allergy-conscious choices, especially at breakfast.
Learning from Modules
In the same module, Food and Beverage Operations, we covered layout and menu planning. That helped me notice how Hilton organises its breakfast stations. The pancake machine, for instance, is positioned at the end of the line to maintain the flow.
In Sustainable Hospitality, I wrote about how Jetwing Vil Uyana utilises CSR, including local food and renewable energy. Hilton still has room to grow in these areas (Jetwing Hotels, 2024).




Section 3: Service Improvement Proposal
Identified Problem
During breakfast service, one consistent challenge was the breakdown of the dishwasher in the F&B area. Without it, staff had to clean mugs and glassware manually, which significantly slowed down the process. This caused delays in table turnover and resulted in situations where guests had to wait for clean cups to be served. It also meant that fewer team members were available to reset tables or attend to guests, making the service feel disorganised at times.
Justification Through Observation
A few of my colleagues mentioned how frustrating this was, especially during busy shifts. I noticed that it would create pressure for the team as tasks continued to accumulate. The supervisors attempted to keep things moving by switching people around, but without working equipment, progress was limited. In some cases, the pressure led to standards slipping, especially in terms of how clean things looked or how quickly we could reset a table. For a hotel like Hilton, where people expect consistency, even small gaps like this can make a difference.
Improvement Plan
        1.	Set up a preventative maintenance routine to catch minor issues before they lead to major equipment breakdowns (Uzoigwe, 2024).
        2.	Maintain an emergency supply of mugs and glassware in storage to accommodate high-demand periods or unexpected failures.
        3.	Crosstrain servers and kitchen porters so they can support each other more flexibly when problems like this happen (ASET, 2024).
Improving Performance Criteria
Having basic troubleshooting knowledge and being prepared with a contingency setup can reduce delays. According to Ali et al. (2017), well-trained staff with technical and procedural awareness tend to manage service interruptions more efficiently, thereby maintaining guest satisfaction even under pressure.
Corporate Social Responsibility  
During my research into CSR models, Jetwing Vil Uyana stood out for its approach to integrating sustainability into the hospitality sector. Their setup includes artificial wetlands for wastewater treatment, biomass boilers, solar panels, biodiversity initiatives, and even food grown through community-supported organic farming. Their purpose extends beyond appearance; they contribute to actual processes and exceed the requirements of EarthCheck or Green Key. What drew my attention most was how CSR fits into their core operations. 
At Hilton Southampton, things looked different. The F&B department ran smoothly in terms of logistics, but I did not see much tied to sustainability. There were no visible systems in place for handling food waste, no signs indicating where food was sourced, and no information about reducing energy use. As Camilleri (2020) mentions, big hotel chains sometimes struggle to localise their CSR efforts because of scale. But even small steps can make a difference. Khatter et al. (2019) discuss how changes such as composting, partnering with regional farms, or updating digital menus to showcase corporate social responsibility commitments can shift things in the right direction.
Training could also help. Staff inductions and digital platforms are opportunities to bring CSR into the daily routine. Ma et al. (2024) suggest that subtle visual cues and reminders can linger with guests and impact their perception of a brand.
Jetwing Vil Uyana illustrates that ethical responsibility and effective hotel management can coexist. Their model makes the case for practical sustainability, something Hilton could build toward with clearer goals and better integration.

Conclusion
My time at DoubleTree by Hilton Southampton provided me with the opportunity to develop hands-on skills in food and beverage service and gain a deeper understanding of what adequate supervision entails in practice. I saw how clear procedures and strong leadership made a real difference during busy shifts. Reflecting on CSR in practice also prompted me to recognise areas where sustainability could be more effectively integrated into day-to-day tasks. Looking back, I met all my learning goals and feel more prepared to support both smooth service and more responsible hospitality in future roles.
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