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[bookmark: _Toc213931106]Introduction
This reflective report evaluates my learning experience within the Food and Beverage (F&B) department at the Ashford International Hotel & Spa, a four-star hotel offering restaurant service, bar operations and conference catering. During my placement, I worked under the supervision of Akram, who coordinated the day-to-day restaurant operations and reported directly to the F&B Manager, Jack. The purpose of this reflection is to analyse what I learned from this experience, how it relates to theories studied during my degree, and how it contributed to my personal and professional development.

To guide this reflection, I use Gibbs’ (1988) Reflective Cycle, which encourages analysing experiences through description, evaluation, analysis and action planning. This report also connects my current placement to a previous experience during Level 4, which took place in the same hotel and formed the foundation of my early development in hospitality.
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[bookmark: _Toc213931108]Observation and Description

During my time in the F&B department, I was responsible for preparing the restaurant for service, taking orders, assisting guests, coordinating with the kitchen, and supporting closing procedures. From the beginning, I observed that Akram showed a calm and approachable attitude, even during busy periods. He guided the team clearly, listened to staff suggestions and encouraged communication. His manner of working created an environment where I felt comfortable asking questions and learning through practice.
The hotel’s operation required constant coordination between the bar, kitchen and restaurant teams. Daily briefings, stock checks and hygiene procedures formed a structured routine that helped maintain high service standards. Seeing how these systems operated in real time gave me a better understanding of F&B management beyond what I had previously learned from textbooks. 

[bookmark: _Toc213931109]Connecting Theory to Practice   
[bookmark: _Toc213931110]Leadership and Communication
In my earlier module on Management and Organisational Behaviours on Level 5, I studied different leadership approaches, including autocratic, democratic and laissez-faire styles (Lewin et al., 1939). Observing Akram allowed me to revisit these theories in practice. His behaviour clearly aligned with democratic leadership, which encourages participation and open communication. For example, when introducing the new breakfast menu, he held a short briefing to gather feedback from the team on workflow and guest preferences. This reflected Clapp-Smith and Avey’s (2009) argument that democratic leadership increases motivation and trust.

Comparing this with my experience at Level 4, also completed at Ashford International Hotel & Spa, highlighted how far I have developed. At that time, I lacked confidence in communication and sometimes felt anxious when speaking to guests. I remember a moment when a French tourist asked for bread using the word “pain”, and I misunderstood, thinking he was asking for a drink. This made me feel embarrassed and unsure of myself.
However, during my current placement, I have become more confident and able to communicate clearly with guests from different backgrounds. I now confirm orders, ask clarifying questions and pay close attention to guests’ accents and expressions. Akram’s supportive supervision helped me improve my tone, body language and confidence. This showed me how theoretical leadership concepts can shape real behaviour and influence team communication.

[bookmark: _Toc213931111]Human Resource Management and Motivation
My experience also reflected concepts from the Human Resource Management . Akram demonstrated aspects of Herzberg’s (1959) motivation theory by providing both hygiene factors (clear roles, fair scheduling) and motivators (praise, inclusion, responsibility). After challenging shifts, he often acknowledged the team’s effort, which genuinely improved morale.
Additionally, I noticed how he applied principles of workforce planning (Baum, 2015). He assigned roles based on individual strengths, for example, pairing more experienced staff with new trainees and encouraged cross-training, which improved flexibility. This helped me understand that effective HRM in hospitality is not only about formal policies but also about daily communication, fairness and leadership.

[bookmark: _Toc213931112]Sustainability and Responsible Operations
Sustainability formed another important part of my learning. In the Sustainable Hospitality and Tourism Management  module , I studied how responsible operations reduce waste and support long-term efficiency. At Ashford International, I observed several sustainability practices: the use of local produce, portion control to reduce food waste and careful stock management.
Akram often reminded us to minimise unnecessary waste and encouraged us to repurpose ingredients when appropriate. Through this, I learned that sustainability is not only an environmental concept but also a management mindset. This experience strengthened my understanding of Dias’ (2024) idea that sustainable practices improve both operational efficiency and customer satisfaction.
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[bookmark: _Toc213931113]Critical Reflection
Reflecting on this experience, I realised how much my perception of leadership and communication has changed since Level 4. In the past, I believed that leadership required authority and strict control. Now, I understand that leadership is also about empathy, patience and teamwork. Akram’s style demonstrated that listening to others and involving staff in decisions can create a more positive and productive environment.
However, I also recognised that democratic leadership has limitations. During one particularly busy breakfast service, consulting the team slowed down decision-making. This supports Northouse’s (2021) point that participative leadership must be balanced with situational awareness.
I also reflected on my personal development. I recognised significant improvements in communication, especially with international guests. The earlier incident with the French tourist became a learning point that helped me build cultural awareness and confidence. Additionally, observing Akram made me appreciate the importance of emotional intelligence, as described by Goleman (1995). His calmness, empathy and self-awareness created trust within the team, and I aim to develop these qualities further.
Overall, this experience helped me understand how leadership, HRM and sustainability are interconnected in shaping effective hospitality management.
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[bookmark: _Toc213931114]Future Development and Action Plan

Looking ahead, I aim to continue strengthening my communication, especially under pressure. I want to become more decisive while still maintaining empathy and openness. Following Kolb’s (1984) learning cycle, I plan to keep reflecting on my actions, gathering feedback and adapting my behaviour.
I also intend to expand my knowledge of sustainability by learning more about technology-based solutions such as waste monitoring systems and energy management tools. Finally, I aim to apply the motivation techniques and leadership practices I observed from Akram in future roles, particularly recognising team efforts and encouraging collaboration.
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[bookmark: _Toc213931115]Conclusion

In conclusion, my placement at Ashford International Hotel & Spa significantly contributed to my professional and personal growth. By revisiting theories from previous modules and comparing my Level 4 experience with my current skills, I can clearly see my development in communication, confidence and leadership understanding. The guidance I received from Akram helped me connect academic theory with real practice, especially in terms of democratic leadership, HRM and sustainability. This experience strengthened my ability to work effectively in a fast-paced hospitality environment and gave me a clearer vision of my future career goals.
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[bookmark: _Toc213931117]Appendix – Learning Objectives and Outcomes.
1. To improve communication with guests and colleagues.
Achieved. While on placement, I really learnt to have a lot more confidence while interacting with guests. Initially, it was tough for me to make moves towards the guests but with practice and lot of observing and looking at Akram's way of communicating, I learnt how to change the tone and body language as per the situation. To improve coordination between the kitchen and the front-of-house I was double-checking orders and clarifying when needed. Being in this profession made me understand that communication is not only about speaking. But, also about listening and anticipating needs.

2. To understand how Food and Beverage operations are managed in a four-star hotel.
Achieved. I saw first-hand how service standards were upheld through processes, teamwork and supervision. While discussing daily preparation, control of stocks and monitoring of hygiene, Akram explained these operational systems assist in efficiency and uniformity. During briefing sessions and shadowing my supervisor, I learnt how other departments (kitchen, bar, restaurant) work together for effective service. Through this experience, I developed an appreciation for the importance of organisation and leadership in guest experience quality.

3. To expand my knowledge of sustainability in hospitality.
Partially achieved. I became aware of what the hotel does to maintain sustainability like sourcing local produce and controlling wastage of food. I however noted that sustainability is not just a way of daily functions but also data tracking and continuous more improvements. I’d like to take a closer look at how technology can assist with waste monitoring and energy management. I want to continue pursuing this area and developing my knowledge through future placements or a management position.










I confirm that I have not used any AI tools in the research and creation of this assignment.
I confirm that I have not presented any AI generated materials as my own work.
I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.
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