Introduction
During my placement at Hilton London Croydon, I also worked in the Food and Beverage (F&B) area, assisting with bar service and supporting event setups. The department is a lot more varied than the others. The restaurant offered in-room dining, a cocktail bar, and event catering, which included services such as meetings and private functions. I recall a few notable ones for SERCO and some sports teams that we accommodated.
I set three learning goals for myself at the beginning. One was to improve how I work with others under physical pressure. Another was trying to see how CSR fits into everyday hotel operations, which, honestly, was not something I thought much about before. And finally, I wanted to be able to identify areas where things could run better and feel confident enough to suggest improvements based on my actual experiences.

Section 1- Role Reflection
I worked as a bartender, taking responsibility for preparing and serving drinks, maintaining stock levels, and coordinating closely with both the kitchen and events teams. I was equally responsible for the bar’s daily setup, guest service, and post-shift cleaning operations (Description phase). Throughout the placement, I consistently applied Gibbs’ Reflective Cycle (1988) as a practical method to interpret and adapt to challenges. Early on, I faced significant pressure during peak hours. This led me to reconsider my workflow and implement changes, such as improving the bar layout before service and checking with the kitchen in advance about expected high-demand items. These adjustments produced a measurable performance improvement (Feelings and Evaluation phases).
Although the role itself was familiar, I still encountered difficulty during high-volume periods. A significant reason was the additional responsibility of mentally observing my own work for academic reflection. This required a different level of attention. I was not only executing tasks but also consciously analysing my actions. This mental shift disrupted what had previously been an intuitive rhythm (Feelings phase). I began to identify moments where performance could have been more efficient or considered. This reevaluation of routine practice, in my view, is what distinguishes a fundamental operational role from one that supports learning. This principle is well captured by Schön (1983) in his definition of the reflective practitioner, where real growth emerges from conscious reflection on habitual work (Analysis phase).
Key Supervision Skills
Adequate supervision in the hospitality context, as I observed, rests on three pillars: communication, motivation, and emotional sensitivity (Bambling and King, 2014). At Hilton, the supervisory style was notably democratic, encouraging active staff participation and feedback during pre-shift briefings (Peprah, 2023). These briefings were not simply procedural because they allowed the team to feel involved, which increased responsibility and cohesion (Evaluation phase). I found guest interaction and problem-solving to be areas of strength. However, I recognised a need to strengthen my ability to make rapid decisions in fast-paced environments. I also came to understand the importance of emotional intelligence better, not only in guest satisfaction, but in sustaining internal morale when the pressure was high (Analysis phase).
Effective Supervision Examples
Two situations clearly illustrated effective leadership. One involved a DJ at a birthday event playing music far too loud, resulting in guest complaints. The supervisor and duty manager acted decisively, cutting power to the DJ’s setup to preserve the guest experience. In another case, a guest returned her steak several times over several days. The head chef personally intervened, offering alternatives and resolving the situation diplomatically. These incidents reflect the essential values of responsive, human-led supervision (Ladany et al., 2013) (Conclusion phase).
Action Plan for Development
- To continue developing under pressure, I plan to:
- Attend leadership workshops
- Seek shift-based mentorship
- Maintain a reflective journal
 - Follow the ASET (2024) guide to support structured growth (Action Plan phase)


Section 2- Development Journey
Both my Level 4 and Level 6 placements took place at Hilton London Croydon. Experiencing the same hotel in two different academic stages provided me with a clearer perspective on how my understanding of operations has evolved over time. At Level 4, my attention was mostly on completing day-to-day Food and Beverage tasks. I focused on following instructions and maintaining service standards, but I rarely considered how wider systems, such as team communication or service flow, shaped the guest experience as a whole.
In contrast, during my Level 6 placement, I approached the same environment with a more analytical mindset. I began to notice how elements such as pre-shift briefings, role assignments, and interdepartmental coordination contributed to consistency in service (the method was just starting to be implemented). These operational routines, which once blended into the background, now appeared as carefully structured processes. This shift in awareness reflects Slack et al.’s (2013) focus on well-organised workflows as a foundation for smooth service and team efficiency.
One moment that highlighted this change was when I revisited a menu I had designed at Level 4. At the time, it lacked allergen information, vegetarian options, and clear formatting. When I shared it with a manager during this placement, their feedback pointed out the absence of key brand and safety considerations. That exchange helped me understand how operational decisions must align with guest expectations and corporate identity. It supported what Rutherford et al. (2006) describe as the challenge of applying academic knowledge within real-world parameters.
Similarly, my understanding of corporate social responsibility (CSR) has further developed. After learning about CSR in Level 5, I gained a deeper understanding of how Hilton’s “Travel with Purpose” programme is implemented in practice, through initiatives such as linen reuse systems, sustainability training, and energy-saving procedures (Hilton ESG, 2023). Observing these daily routines revealed to me how CSR becomes an integral part of the operational culture, not just a written objective.



Section 3- Service Improvement Proposal
Identified Issue
A recurring issue I noticed during my placement was the significant increase in guest wait times during busy bar hours. This was especially clear when event groups arrived without prior warning. In several cases, guests grew visibly frustrated, and the staff struggled to keep up. It became clear to me that some changes could help ease this pressure.
One idea would be to hold short, five-minute pre-shift briefings. Even a quick check-in gives the team a chance to prepare for what is expected of them. Boussard (2021) highlights how briefings can improve task clarity and help distribute workload more effectively.
Another suggestion is to use QR-code menus during significant events. Giving guests the option to order from their phone can reduce the number of people waiting at the bar at once.
Additionally, I believe it would be beneficial if runners or servers were trained to assist during peak times. That sort of flexibility is what Roeloffze et al. (2015) describe as key for managing high-pressure situations.
Overall, the proposal supports the ideas presented by Slack et al. (2013) and strengthens the performance goals outlined by Kalargyrou (2009) and Espellita and Maravilla Jr. (2019).
Sustainability and CSR Reflection
During my time at Hilton London Croydon, I saw their CSR programme, Travel with Purpose, reflected in small but noticeable ways. For example, there were paper pens in the meeting rooms, signs asking guests to conserve water, and clear policies regarding linen reuse. Staff also received sustainability training as part of their role. These efforts gave me the sense that sustainability was not treated as a bonus, but rather as a baseline expectation, aligning with what Camilleri (2020) and Amin et al. (2023) describe in their research.
Hilton has set ambitious targets, including a 75% reduction in carbon emissions across its managed hotels by 2030. This plan is supported by the Science-Based Targets initiative (Romito et al., 2023), adding accountability to their goals.
Such actions show that sustainability serves ethical and financial goals. This aligns with what Giesekam et al. (2021) and Freiberg et al. (2021) identify as key to meeting future expectations in the hospitality sector.
At Level 5, my CSR assignment focused specifically on Hilton London Croydon, making the link between theory and workplace observation more direct. One idea I explored was the use of solar-powered kitchen equipment. While Hilton already promotes sustainability, shifting energy use in high-consumption areas, such as the food and beverage department, could further lower environmental impact (Orynycz and Tucki, 2021).

Conclusion
This placement allowed me to meet all three learning objectives: developing supervisory awareness, understanding how CSR is embedded in daily operations, and proposing a practical service improvement. The culture of teamwork, strong operational systems, and commitment to sustainability at Hilton gave me a clearer view of what responsible, modern hospitality leadership looks like.
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