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The Hotel Mermaid in Ipswich by Marston’s Inns has 28 guest rooms, each with en-suite bathroom facilities offering a range from doubles and twins to family suites. The bar and restaurant are as significant as the rooms to guests. It is not just a hotel, it is a perfect combination between a pub and a full service restaurant with a proper bar and lounge. Known especially for its daily carvery, the restaurant serves up a traditional trio of roasts meats accompanied by classic trimmings. (Hinkin and Tracey, 2019).
 I set three growth goals with my academic supervisor and Mermaid management before my ten-week Level 6 work.  I knew the university would call the outlet for comment.   This was the goal:
1. Shift leadership: choose seating and food service during a live lunch or dinner service (Okumus et al., 2020).
  2. Apply sustainability knowledge by reducing single-use goods in one working area.
  3. Train one junior coworker professionally.
Gibbs's (1988) six-stage cycle is used to review critical events, evaluate my work, and plan future activities while considering operational privacy and managerial considerations in this reflective record (Hinkin and Tracey, 2019).
  Ipswich's  The four-star Mermaid by Marston's Inns has 28 rooms and a lively F&B service that enhances the guest experience.   The grill restaurant seats 120, the bar serves seasonal cocktails all day and the terrace seats 40.   Staff serve plated breakfasts to demonstrate their commitment to service and efficiency.
My 10-week Level 6 job immersed me in the food and beverage area and taught me operational and supervisory skills.   My direct manager, Liam, coordinated daily service.  I learnt from head housekeeper Billie's instructions, even though she didn't touch food and drink (Nguyen, 2018).
  Before I started, I set three growth goals: (1) run a live dinner service and keep guests moving; (2) employ sustainable methods that fit with Level 5 learning outcomes, notably reducing single-use plastics; and (3) mentor at least one new team member.
This reflective report employs Gibbs' (1988) six-stage cycle to critically evaluate my placement and demonstrate how my real experience taught me theory.   It also considers how the academic team may talk to my internship supervisor, so all criticism is useful and suits the hotel's professional context.   The report contrasts my current employment with my housekeeping duties at Premier Inn Quayside Ipswich.  It also offers bar-area service improvements based on real issues (Hinkin and Tracey, 2019).

[bookmark: _Toc201008668]1 Role Reflection
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I managed three lunch and four supper services from Week 3 to Week 8.   Their duties included brief pre-service lectures on forecasts, menu bargains, allergies advisories, and ticket time targets.
  • Discussing allergies and order with the cook.
• Balancing walk-in guests and Access Collins bookings, which are linked to the property's Mews property management system (Walker and Walker, 2023).
  • Accepting 20-pound voids and acceptable service returns.
  • balancing registers and making shift-end paperwork.
  After working as a housekeeper, I understood how guests felt, but managing bar, floor and pass was difficult at first.
I led multiple lunch and dinner services from Weeks 3 to 8.   My main duties included leading pre-shift meetings, allocating service stations, ensuring daily menu adjustments, addressing allergen protocols, and preparing POS systems.   I reviewed Access Collins bookings and made walk-ins easy (Kolb, 2015).
  Accepting guest recoveries up to £20 was crucial.  You may offer a free dessert or drink if service was poor.   I felt more confident and learnt how to make real-time decisions with this freedom.   My first attempts were difficult.
My first completely supervised Saturday dinner service had several issues: the kitchen printer got stuck, the ice machine broke, and 12 guests complained about their chilly side dishes.   I initially rushed between stops and fixed everything myself.   I now realise this hampered communication and wasted time (Walker and Walker, 2023).
  My unwillingness to delegate and the lack of technical tests before the transition were major issues.   Due to these errors, our guests gave us a 4.1/5 rating.  Over 15 minutes to process three crucial orders.   Guest survey results were below the average of 4.6. 2  Illustrations of supervision
  Important event: first Saturday dinner
What it is.   A kitchen printer got jammed, the bar ran out of ice and a family table complained about slightly heated sides in 30 minutes. Forty covers appeared unexpectedly (Zeithaml et al., 2020).
  How you feel.   I was worried because reactive "fire fighting" had replaced strategic leadership.
Checking out.   Guest satisfaction declined to 4.1/5 (the site average is 4.6), and three main courses took longer than 15 minutes.   Two primary factors stood out: incomplete pre-shift setup and insufficient collaboration.   A well-organised communication system is stressed in much literature (Lozier, 2023).
  View it.   The lack of a printer check and planned tray runner highlighted modest issues, supporting Walker and Walker's (2023) contention that service stability depended on managers' planning.
Tasks completed.   My Pre-Shift Readiness Checklist includes printers, ice, POS, and hiring.   A clear rota board showed everyone their duties (Stein et al., 2023).
  Breakfast team meeting (6th Week) was good.
  Three-minute allergy notifications and ten-minute ticket time goals were set.   KPI signs refreshed every 15 minutes are engaging.   The average ticket closure time was 9.2 minutes, supporting Zeithaml, Bitner, and Gremler's (2020) conclusion that clear, shared goals improve service efficiency.
In the sixth week, I was more organised.   I had a three-minute team meeting during breakfast service to discuss allergy alerts, ticket-time targets, and team motivation.   I checked our live performance every 15 minutes on a whiteboard KPI counter.   This simple tool kept the team on target and boosted confidence (Stein et al., 2023).
  However, Week 7 demonstrated that ambiguous bar sharing persists.   Two employees repeated bar tasks twice while the bar line rose because a new duty manager neglected to assign them.   Several attendees reported late drink orders.   Poor communication harmed staff morale and guest satisfaction.
I proposed creating a job visibility board to list service stations and jobs in advance.   I also tested SBAR (Situation, Background, Assessment, Recommendation) communication methods to improve kitchen-to-floor information flow (Zeithaml et al., 2020).
  1.3 Skill assessment
  References: Okumus et al. (2020) and Hinkin & Tracey (2019).
  My placement allowed me to assess my skills and weaknesses in four important areas:
• Communication improved after and before shift meetings.   I found that plain language worked better than technical ones (Zeithaml et al., 2020).
  • Leadership: I led, but I needed to delegate better.   Week 8, I could lead services alone with little aid.
Problem-solving has improved with structured action plans and stock checks.   My fast fixes for printer and ice issues reduced later shift wait times (Okumus et al., 2020).
  • Flexibility: Moving between the bar, terrace and cooking stations helped me understand how systems work and adapt my reactions.

	Competency
	Evidence of strength
	Development need

	Communication
	Post‑shift de‑briefs, adoption of SBAR (Situation‑Background‑Assessment‑Recommendation) for chef queries.
	Briefings sometimes over‑technical for new starters.

	Leadership
	Led three independent dinner services by Week 8.
	Delegation still reactive under pressure.

	Adaptability
	Rotated between bar, floor and breakfast with minimal notice.
	Broader bar skills among floor staff remain uneven.

	Problem‑solving
	Devised contingency for printer jams; introduced ice‑level trigger.
	Need faster data capture on guest wait‑times to pre‑empt dissatisfaction.
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	Step
	Timeline
	Success indicator

	Implement the Pre‑Shift Readiness Checklist on every supervised shift and train peers to own it (Safety in Health, 2018).
	Week 10 onward
	≤12‑minute average ticket time; printer downtime <1 minute.

	Roll out SBAR for all kitchen‑pass communications.
	Immediate
	Chef feedback scores ≥4/5 for clarity; fewer repeat calls.

	Complete Chartered Institute of Hospitality “Coaching Conversations” micro‑course.
	Within 3 months post‑placement
	Certificate achieved; mentoring log for one new starter.



I created a plan to boost my personal and team performance.  This strategy is based on what I learnt at work and what needs to be addressed in communication, delegating, and training.
I will use a Pre-Shift Readiness Checklist before each guided service.   Printers, point-of-sale terminals, inventory items including ice, glasses, and cutlery, and staff duties will be checked on this list.   I'll teach my teammates how to use and modify this plan.   To reduce service interruptions and improve pre-shift organisation and professionalism.   Keeping ticket times under 12 minutes and fixing printer or POS issues within one minute will be utilised to evaluate the plan (Zeithaml et al., 2020).
  Second, I will employ SBAR (Situation–Background–Assessment–Recommendation) to ensure kitchen and floor teams can communicate.   This organises and clarifies talks, especially when many people are speaking.   I will discuss SBAR in service meetings and apply it for real-time choices.   This strategy will be evaluated by the head chef's words and the number of times servers ask the same enquiries in the kitchen.
The Chartered Institute of Hospitality's "Coaching Conversations" course will be my third step after leaving my employment.   This course focusses on leadership communication, feedback, and junior employee coaching.   At the end, I'll keep a coaching log for at least one teammate I helped.   This will assist me help new team members and establish a positive teaching atmosphere (Kolb, 2015).
  Finally, a skills-matrix dashboard that depicts team members' training at stations like the bar, terrace and grill floor could boost work processes.   The screen will be refreshed monthly and contain traffic lights: green for trained, yellow for partially trained, and red for untrained.   This visual tool will help managers avoid putting untrained people in crucial roles and highlight training gaps.
These projects will boost teamwork and help me become a better hospitality leader (Miller et al., 2022).
 
  Brief action plan outline
  • Use a Pre-Shift Readiness Checklist to improve service organisation and reduce technical and stock delays.
• Use the SBAR model for conversation to improve kitchen-service communication, especially during hectic times (Wood, 2024).
  • Take a short Coaching Conversations course to develop your mentoring and leading skills to train junior team members.
•  Create and update a Skills-Matrix Dashboard using colour-coding to track staff training and optimise scheduling (Nguyen, 2018).
  These procedures are supposed to increase operational consistency, reduce service errors, boost worker morale, and prepare me for hospitality management.
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At the Premier Inn Quayside Ipswich (85 rooms), I worked in food and beverage for 10 weeks.   Simple tasks: bring breakfast plates, pack cutlery, wipe tables, and set up food counters.   Guest engagement was limited to food service.   Supporting and cleaning were my key duties (Lozier, 2023).
The hotel uses Mews to book rooms and Access Collins to book restaurant tables, like Mermaid.  At Premier Inn, bartenders checked in guests quickly and efficiently, not providing thorough service.
However, reservations, dietary preferences, visitor recoveries, and operations planning were more challenging for The Mermaid.   I went from observer to leader.   I didn't observe how Premier Inn paced service, communicated allergens, or chose tables.   I went from doing things to leading and helping a team when things got tough as my duties increased (Wood, 2024).
  I completed my Level 4 internship at the 28-room Premier Inn Quayside.  Food and beverage were two of my eight weeks, and cleaning was six.   The hotel reserves rooms through Mews and restaurants through Access Collins.  Bartenders check guests in simultaneously, indicating a lean staffing approach.
  Different operational settings
• Complicate the menu.   Mermaid's daily specials grill needs quick ingredient expertise and upselling.  In contrast, the Premier Inn had a two-page menu and breakfast buffet (Hinkin and Tracey, 2019).
  • Mingle with guests.   Premier Inn had largely business travellers, while Mermaid had tourists, families, and locals, which increased allergy requests.
  • Leadership experience.   I observed supervisors at Level 4.  At Level 6, I did revenue paperwork and staff assignments to meet LO1's "shadow and conduct supervisory responsibilities." (Brotherton and Wood, 2021).
  • Service method.   Premier Inn counter service followed scripts and was linear.  AA four-star hotels anticipate discussion and tableside ordering, which the Mermaid does.
Kolb's (2015) experience paradigm suggests testing abstract ideas in diverse contexts to improve learning.   The gap between the "task-based" Level 4 and "leadership-centered" Level 6 roles displays this spiral of real-life experience, thought, experimentation, and reflection (Nguyen, 2018).
  2.2 Learning from Food and Beverage Operations (Level 4)
  I focused on contribution margin analysis for my Level 4 menu engineering assignment.   I used Mermaid's tool to convince the cook to offer flat iron steak instead of rib eye.  This boosted grill gross profit by 7%.   The action reinforced Wood's (2024) theory that digital menu data can speed up price modifications.
  2.3 Sustainable Tourism and Hospitality Management Lessons (Level 5)
I checked Mermaid's straw and condiment usage after studying single-use plastics at Level 5.   Sloan, Legrand, and Hindley (2021) found that a "straws on request" policy and big ramekins reduced disposable use by 30% in four weeks without affecting guest satisfaction (Jones and Lockwood, 2022).
  My Level 5 case study brand Whitbread had proper ESG reporting, but Mermaid doesn't.   A short "Green Minute" at every weekly meeting would automatically enhance sustainability awareness, using Jones and Lockwood's (2022) systems view of hospitality operations.
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Bar beverages took six minutes to serve, compared to the aim of four minutes, according to observation logs.   Staff went from kitchen to bar without drink training.  This is analogous to Miller, Okumus, and Wong's (2022) "training conundrum," where companies value training yet don't fund it (Okumus et al., 2020).
  3.2 Why
  • Guest experience.   "Slow sips" appeared on 14% of Weeks 4-8 note cards.
• Teamwork trust.   In her leave interview, Michelle said she felt apprehensive when given bar duties without experience, which could increase turnover costs (Sloan et al., 2021).
  Meeting standards.   The 2024 AA guideline requires four-star facilities to have "consistency of beverage display and timely table service."
[bookmark: _Toc201008675]3.3 Improvement plan
	Action
	Rationale
	Expected outcome

	Two‑hour Beverage Bootcamp every week covering tray handling, perfect‑serve specs and POS shortcuts, delivered by the senior bartender (Ahmed et al., 2021).
	Structured, spaced learning enhances retention.
	≤4‑minute average order‑to‑serve within four weeks.

	Bar Buddy system: new cross‑trainees shadow a certified mentor for three shifts.
	Peer coaching builds psychological safety and tacit knowledge flow.
	≥90 % trainee self‑rated confidence score.

	Digital Skills‑Matrix Dashboard (traffic‑light coding) displayed in the staff room and updated monthly (Zeithaml et al., 2020).
	Visibility clarifies competency expectations.
	Zero rota instances where no competent bartender is scheduled.
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The bootcamp will put AA beverage consistency criteria into actionable steps, and a dashboard will indicate that employees are strengthening their abilities for inspection.   Better cross-training will make firms more robust during busy times, reducing Zeithaml et al. (2020) stress from long wait times.
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Gibbs' reflective cycle indicated that good supervision requires rigorous planning, open communication, and evidence-based coaching.   I handled multiple full services and created a checklist to speed up ticket processing, achieving Goal 1.   Reducing waste in real life achieved Goal 2, and training a junior coworker how to use POS systems achieved Goal 3 (Reflection Toolkit, 2024).
  The regimented, task-oriented Premier Inn and guest-centered Mermaid made me recognise I had graduated from functional ability to leadership agility.   Combining Level 4 meal planning tools and Level 5 sustainability knowledge was profitable.
Mermaid can use the cross-training approach to increase guest perception, coworker trust, and inspection compliance without spending much on new equipment.   The planned coaching microcourse and skills dashboard will help me progress from operator to F&B leader who can make money and be a nice host (Miller et al., 2022).
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