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[bookmark: _Toc213245231]Introduction
The Food and Beverage department focuses on the guest experience and financial results of any hospitality business (Johnston et al., 2021). F&B operations are a vital part of the hotel service at Mercure Birmingham West Hotel, a 4-star hotel in the Accor brand that is found in West Bromwich (Mercure Hotel, 2025). The hotel is a full-service restaurant, bar, and lounge, serving both leisure and corporate clientele, including room service, meetings, and banquet catering services. The restaurant provides a global cuisine throughout Britain, based on the effective delivery of beverages and attention to customer satisfaction. My placement was under the F&B department, where I was exposed to practical management of business, serving guests, and collaborating with other employees.

[bookmark: _Toc213245232]Linking Theory with Workplace Practice and Team Comparison
The Food and Beverage Operations course taught me the most important models, such as the SERVQUAL Model, which measures the quality of service using five dimensions, namely, reliability, assurance, tangibles, empathy, and responsiveness. Practically, these dimensions were reflected in the everyday service of Mercure Birmingham West Hotel. Another practice that the hotel introduced was the HACCP teachings, which guaranteed the safety of the food and, in this case, storage and temperature (Walker, 2021). The F&B staff (Kelly O’Sullivan and Balvant Patel) performed regular inspections to ensure that hygiene standards were met, and contamination risks were reduced. 

The comparison of views with employees on the team emphasised various operational priorities. Kelly impressed a lot with empathy and comfort to the guests, and her explanation about it was that the guests will never forget the manner in which they are treated by the guest house than the food they took (Sampaio and Mónica Régio, 2024). She thought that repeat visits can only be possible by learning the needs of the customers and assuring them (Cousins and Weekes, 2020). 
Along with detecting service quality with the help of SERVQUAL and HACCP models, I observed the ways of sustainability application within the Food and Beverage department. Some of the measures that were applied in the hotel in order to reduce waste and cost include portion control, packaging recycling and the use of energy efficient kitchen appliances. Such practices are cohesive to the Triple Bottom Line framework, which acts as the realisation of the equilibrium between the environment, social, and economic interventions in hospitality operations (Perdomo-Verdecia et al., 2024). Some of the ingredients that the restaurant obtained were also locally sourced, as a result of the Sustainable Hospitality Model which is focused on the involvement of the local community and minimised carbon footprint. Nevertheless, the food waste tracking system and adoption of digital menus are some sectors that can be expanded to enhance the performance of sustainability. The placement showed that operational efficiency and sustainability are possible in a complementary relationship in the management of food and beverages in the present day.

[bookmark: _Toc213245233]Reflection on Learning, Skills Development, and Changing Perceptions
[bookmark: _Toc213245234]Gibbs’ Reflective Cycle	
My understanding of the F&B department at Level 4 was that it was a front-line service function that served food and affected drinks in an efficient manner. This understanding was greatly altered after my experience working as a placement at Mercure Birmingham West Hotel. I have found out that not only the service ability but also coordination, time management, teamwork, and emotional intelligence are needed in the department. 
My collaboration with Kelly and Balvant allowed me to increase my knowledge about teamwork in a high-stress setting. Kelly was generally empathetic and composed in dealing with the guests, whereas Balvant prioritised and handled work under pressure. Experiencing both styles helped me to understand how the synergistic strength improves performance. I have improved my ability in multi-tasking, problem-solving, and communication, especially in the case of large audiences with breakfast service.
[bookmark: _Toc213245235]Description
I had the job to do the preparation of the restaurant to receive service, taking orders, helping to set up tables, and guaranteeing guests' satisfaction as much as possible during the high-traffic phases. I also witnessed the application of HACCP checks, menu structure, and profitability.
[bookmark: _Toc213245236]Feelings
Initially, I was scared of being able to do at the same pace and quality as the senior employees. Early in the job, there was a need to juggle between the interaction of the guests and the efficiency of the operations. This changed with time, and I got more confident with the processes involved.
[bookmark: _Toc213245237]Evaluation
The placement proved to be very productive in enhancing my interpersonal and professional skills. I was also taught the value of collaboration because the success of the service was based on open communication and coordination between the wait-staff and kitchen staff. The first perceptions I had about operations were only through my perception of service speed and satisfaction to the guest, but I realised that sustainable practices like portion control, waste reduction and sourcing local to the area also contribute to service quality and profitability. Learning sustainability as the Triple Bottom Line enabled me to understand how environmental efficacy assures the wellbeing of businesses as well as communities. Moreover, I have seen lots of leftover food going to waste in F&B. This view further enhanced my feeling of responsibility as a future hospitality practitioner and made me appreciate the use of sustainable decision-making in operations.
[bookmark: _Toc213245238]Analysis 
Theoretical concepts of the Food and Beverage Operations module were observed in all the tasks. The SERVQUAL model described why the trust of the guests was essential in ensuring that dependable and uniform service was provided.
[bookmark: _Toc213245239]Conclusion
The lesson that I got was to combine quality, safety, and teamwork. I learnt that quality of service is not merely fast but combining efficiency and satisfaction of the guests.
[bookmark: _Toc213245240]Action Plan
The future roles I want to acquire are skills in leadership, such as enabling colleagues to go through high-pressure phases, and the application of uniform service standards that can be developed in line with the SERVQUAL principles.
	
[bookmark: _Toc213245241]Critical Evaluation, Academic Comparison, and Recommendations
The placement has revealed the effectiveness of the Food and Beverage Operations and Sustainability. Although the maintainability of the high level of guest satisfaction was put in practice with the help of the SERVQUAL model, which assumes reliability and compassion (Dias, 2024), the Triple Bottom Line approach allowed acquiring a more comprehensive picture of the profit, people, and planet balance when making operational decisions. Even though the hotel was of high service standards, there were aspects like monitoring waste of food to be improved, as well as ensuring energy efficiency and sustainability of suppliers (Wood, 2013). The two modules can be interconnected by introducing sustainability-driven training and locality of suppliers in collaboration with waste tracking mechanisms.

There are four main steps that I suggest in order to enhance the correspondence of theory with practice. It is necessary to introduce regular training workshops to strengthen service standards, compliance with communication and hygiene. Also, a digital feedback system will be able to provide real-time insights to the guests. In addition, cross-departmental morning briefings can help to enhance better coordination between the service and kitchen staff (Haag, 2013). 

[bookmark: _Toc213245242]Conclusion
The reflection process has helped me develop an idea of the F&B department not from a service perspective, but from a strategies and operations perspective. This brought to my attention the reality that efficient service delivery, effective communication, and empathy between a guest and the hospitality sector go beyond fulfilling expectations to predicting and fulfilling the needs of a guest. This experience therefore provided me with the realisation that theoretical knowledge forms the only foundation whereas practical work provides the means to deep knowledge. Quality, consistency, and customer retention come about when the academic models are incorporated into the day-to-day operations. 
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	Learning Objective
	Achievement and Reflection

	· To develop practical service and customer interaction skills
	· I was able to enhance my service efficiency and confidence by interacting with the guests every day at the breakfast table and serving dinner. 

	· To apply theoretical knowledge in real situations
	· I was also in a position to implement HACCP checks and see how SERVQUAL dimensions influenced service delivery. 


	· To strengthen teamwork, multitasking, and time management skills in a high-pressure environment
	· Working closely with Kelly O’Sullivan and Balvant Patel helped me adapt to fast-paced service settings. 
· I learned to prioritise tasks, communicate clearly under pressure, and coordinate effectively to ensure seamless guest experiences.






