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Introduction
This reflective log outlines my experiences during the placement at the DoubleTree by Hilton London-Chelsea, a 4-star hotel located in the Imperial Wharf London area (Hilton, 2025). The property features a restaurant, bar, coffee lounge, and room service. I worked in the Food and Beverage (F&B) department for several weeks, aiming to fulfil three personal objectives:
to develop operational confidence and competence in breakfast and bar service.
to understand supervisory decisions in F&B operations.
to enhance communication and critical thinking while responding to guest needs.
According to Mun, Woo, and Paek (2019) effective F&B operations increase guest satisfaction, brand differentiation, and overall profitability, particularly in full-service properties.

Section 1: Role Reflection 
This section employs Gibbs' Reflective Cycle (1988) to reflect upon the placement experience.
Description
During the initial weeks, I worked as breakfast hostess and supported bar operations. My responsibilities included preparing the buffet area, polishing glasses, setting up cutlery and crockery, refilling food and beverage items, and ensuring allergy labels were correct. I also assisted in the bar by restocking and learning the bar inventory system. I helped prepare trays for room service and learned to manage product rotation and stock lists. 
2.2. Feelings
I was both excited and nervous at the start of the placement. I was particularly concerned about making mistakes, especially in allergy management, as I known the serious implications of getting it wrong. This fear initially made me overly cautious, and this slowed down my service speed. Then, I gradually became familiar with the rules and received encouragement from the team, and I began to feel more capable. When a returning guest complimented my attentiveness, my self-esteem increased and I realised how much I had grown. I also noticed a mindset change: I started embracing challenges instead of fearing them. This placement made me more resilient, proactive, and aware of how emotions affect performance and people.
Evaluation
A positive moment was my contribution to setting up a breakfast buffet during a high-occupancy morning. My preparation ensured food flow remained smooth. On one occasion, there was a shortage of decaffeinated coffee. I observed how the supervisor calmly led a quick inventory reallocation to solve the issue. This event highlighted the importance of leadership under pressure (Walker, 2021). In contrast, there was a delay in labelling allergens on one tray, which created confusion with a guest. This made me realise how even small oversights can compromise trust and safety (Cousins and Weekes, 2020).
Analysis
These examples show how core supervisory skills, such as problem-solving, prioritisation and communication, influence service success. According to Johnston et al. (2012), operational managers must streamline workflow while safeguarding guest satisfaction. I also noticed the influence of emotional intelligence (Kotler et al., 2017), particularly when my supervisor supported my learning during busy shifts.
Conclusion
Reflecting on my time in breakfast and bar service, I learned how much team collaboration and preparation affect guest perception. Moreover, I have grown more attentive and resilient in high-pressure settings.
Action Plan
In the future, I plan to:
support the bar team during evening shifts to expand my beverage knowledge;
read more about F&B standards and bar procedures;
practice faster allergy label checks against kitchen production;
to review guest feedback to identify service weak points and adapt procedures.

Section 2: Development Journey
During my Level 4 placement, I mainly supported kitchen runners in another hotel. The Level 6 experience at an upscale Hilton property was more structured, guest-focused, and focused on the hotel brand. At Level 4, I was limited to tasks such as basic cleaning and observing service. Now, I actively assisted with food trays, stock rotation, and allergen labelling; thus, I had a greater operational contribution.
The Level 4 module introduced basic food hygiene, service styles, and teamwork principles. At DoubleTree, I applied this theory daily, especially with allergen protocols and breakfast layout. I also considered how guest interaction differs by service type, because the guests in an upscale environment expect smoother coordination and faster response times (Vallen and Vallen, 2014). The Level 4 module also focused on restaurant flow and standardised procedures. At DoubleTree, I could critically compare the theoretical layout of food stations with the actual setup. For example, in practice, congestion often occurred at hot food stations. This made me realise how important site-specific adjustments are.
The Level 5 Sustainable Hospitality & Tourism Management module taught me about eco-friendly service strategies. At DoubleTree, I noticed sustainability in portion control, waste minimisation, and reusable containers. For example, pre-portioned butter and yoghurt reduced waste and maintained hygiene. These implementations show attention to details in reducing the carbon footprint of operations. Wood (2013) notes that sustainability is most effective when guests directly engage with it, something I observed in this property’s breakfast setup. The Level 5 module also shaped my perception. I initially thought CSR was limited to eco-labels and recycling. However, observing the hotel’s subtle but consistent eco-practices (i.e., batch brewing coffee, dimming lights during low occupancy) taught me that sustainable service must blend with guest experience. 
Additionally, during the Chelsea Flower Show week, each department created a floral bouquet. This inter-departmental contest enhanced morale and engagement. This aspect links with Martin’s (2020) argument on positive workplace culture and its effect on guest experience.
Section 3: Service Improvement Proposal
The identified area is the breakfast buffet guest flow. Despite smooth operation overall, the breakfast buffet occasionally faced guest blockages near the hot food and beverage stations. This created unnecessary waiting time and led to some guests missing items. Conversations with colleagues revealed that this issue repeats during weekends and large group stays.
Proposal:
rearrange buffet layout so cold and hot stations are split into separate zones;
assign a "floating" staff member to guide guests and restock high-demand items between 8:00–9:30 AM;
introduce printed allergy and food content signage placed in advance to reduce queries during service.
Justification:
According to Fallon and Rutherford (2010), the efficiency of a restaurant service is influenced by layout design and staff role clarity. Johnston et al. (2012) stress that reducing service delays enhances perceived value and flow. My firsthand observation confirmed that when the hot station was congested, guests bypassed some items, leading to dissatisfaction.
Enhancing technical knowledge:
train new staff on guest flow expectations during daily briefing;
use guest feedback cards to monitor changes and satisfaction levels;
align layout redesign with Hilton’s brand service standards and health regulations (ASET, 2017).
Technical knowledge must be embedded through daily briefings that train staff on guest flow strategies and congestion points (Johnston et al., 2012). Introducing guest feedback cards allows for real-time service evaluation, fostering a continuous improvement culture (Kotler et al., 2017). Moreover, aligning these operational changes with Hilton’s global brand standards and health regulations ensures consistency and compliance (ASET, 2017). Together, these measures improve service efficiency. Moreover, they reduce guest frustration during peak breakfast hours Furthermore, they build a feedback-driven service environment, increasing employee awareness and guest satisfaction (Vallen and Vallen, 2014).
Lastly, the following metrics should be tracked:
Guest waiting time at buffet (average time per guest): reduction from ~5 minutes to under 3 minutes during peak hours.
Guest satisfaction rating (via post-breakfast survey): improve scores for ‘breakfast service experience’ from 7.8 to above 8.5 (on a 10-point scale).
Food waste volume: reduction by minimum 15% from current weekend levels.

Conclusion
My Level 6 placement developed my skills across food preparation, bar service, and breakfast setup. Reflection enabled me to evaluate specific moments where I learned to think more critically and respond professionally. I achieved all three learning objectives, particularly in understanding the decision-making process and applying theory to real operations. I now feel more equipped to pursue a supervisory role in food and beverage operations, with stronger confidence in technical knowledge, guest interaction, and service improvement.
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