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Novotel London Wembley is a modern 4 stars hotel in immediate surroundings of Wembley stadium and has a modern European cuisine with globally eclectic meals through its Gourmet Bar and Restaurant (All.accor, 2025). The outlet also provides services to leisure as well as corporate clients and is available throughout breakfast, a la carte lunch and dinner, and room services. The tasks that I completed throughout a ten-week placement in the Food and Beverage (F&B) department were relatively diverse to include menus presentation, handling of dietary requests, setting and clearing of tables, replenishing inventory, maintaining hygiene, and assisting other colleagues during the peak operations. This practical learning helped me to realize practical application of the academic concepts of modules like the Food and Beverage Operations and Sustainability to Hospitality Industry in practice. The reflection that follows examines the use of service quality, teamwork, sustainability, and leadership using the theories of SERVQUAL model and Motivation and Leadership models to evaluate the personal and professional growth.
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Description
Over ten weeks during my placement at Novotel London Wembley, I worked under Food and Beverage (F&B) in the Gourmet Bar and Restaurant, which is a business venture that serves breakfast buffet, a la carte lunch and dinner and bar services. My wastage of duties included presentations of menus, taking orders, complaints, handling of dietary requests, setting and clearing of tables, polishing cutlery, cleaning, kitchen contact, and assisting my colleagues during rush seasons.  
One event that is especially relevant lasted in one of the most crowded dinner services when several customers came at the same time, one of them being highly dietary restricted. My role was to ensure that the gluten-free food of this guest was prepared and served properly and promptly and help my colleagues with table turnovers. The resultant stress, heightened by the issue of multitasking, communication issues, and time pressures was a challenging but educative learning experience. 
Feelings
In the beginning, I felt anxious and overwhelmed by the fast flow of the surrounding, especially on peak times when the orders were piling up and customer patience was lost. I doubted my ability not to commit mistakes and ruin customers. I grew calmer and more assured gradually as I watched my supervisor, Mr. James Taylor. His management approach and motivation were calm, which allowed him to manage stress easily.  
I was frustrated but still insisted on making the gluten-free order a professional one, when the latter was delayed. I did gain a feeling of relief and accomplishment after an apology and negotiations with the kitchen to have the meal rushed. Towards the end of the shift, I was also proud of handling the situation with compassion and effective communication where I understood that these soft skills are invaluable rather than just technical service provision.
Evaluation
The event highlighted the positive and the opportunities. On the positive side, there was a healthy teamwork; team members helped each other and got more efficient in communication pressure (Mercader et al., 2021). When guests were appreciative of our professionalism and quick recovery on delays, this was a positive aspect on our department.  I managed to work out the problem professionally. My supervisor then applauded my response thus boosting my self-esteem. We also strengthened the working of front-of-house and the kitchen staff after the event, as we discussed ways of avoiding similar mistakes in the future.
Nevertheless, I found areas of weakness. There was a high likelihood of miscommunication between front of house and kitchen and a lack of a digital dietary tracking system hampered the handling of special meal requests. I also realised that I should improve time-management and prioritisation skills. In spite of such difficulties, the experience of overall service was still rewarding, and the level of guest satisfaction was high. The case highlighted the significance of flexibility, collaborative efforts, and active communication to attain the excellence of the services.
Analysis
In SERVQUAL model, reliability, assurance, responsiveness, empathy, and tangible aspects are the main dimensions of service-quality, which are predicted (Asgeirsson et al., 2024). In this regard, the prompt provision and proper adherence to the diet proved to be reliable, whereas my polite communication and sympathy showed confidence and attentiveness.  
In terms of leadership, the behavior of my supervisor was a manifestation of the Situational Leadership Theory by Blanchard because the leader tailored instructions depending on the level of experience of the team members (Marchito, García and de, 2025). His encouragement of the group during the stressful times inspired the group and boosted group performance. Moreover, the focus on sustainability and hygiene was strengthened. Compliance with HACCP regulations and Planet 21 program at Novotel also emphasized the reflection of the ethical promise of the brand in the area of both cleanness and resource efficiency. Sustainable practice, hence, incorporates the minimization of waste and enhancement of inclusivity by accommodating the diet (Abubakar et al., 2022). The team had a state of disagreement, but the team was now working as a team in performing at its prime level of efficiency. Teamwork increased speed of service and de-stress. This theoretical reflection confirmed that operations involving food and beverages require a holistic approach to human behaviour, communication patterns and organisational systems, which is not limited to the routine service operations.
Conclusion
This location supported the fact that an F&B department needs more than efficiency on the operational level; it needs compassion, management, and flexibility. I developed the ability to handle pressure, communication with the guests, and teamwork. The theory application including SERVQUAL and Situational Leadership made them relevant. Although maintenance in the presence of supervision was acceptable, the possibility of improvement can still be made on multitasking, decision-making, and digital coordination of the kitchen activities. Now I understand the role of every service aspect, such as welcoming guests and clearing tables, in the process of the whole customer experience and brand image. The placement enhanced professional competencies and further respect on team work and service excellence within the hospitality operations.
Action Plan
6. SMART Action Plan
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	1. Improve accuracy in taking and delivering orders
	Reduce customer order errors to less than 2 per month by confirming orders before submission.
	Achievable through active listening and double-checking guest preferences.
	Enhances reliability in guest service (SERVQUAL).
	Within 2 months of next placement.

	2. Strengthen teamwork during peak service
	Participate in and contribute ideas during pre-shift briefings twice per week.
	Feasible with supervisor coordination and proactive engagement.
	Builds team communication and efficiency.
	Continuous over next 3 months.

	3. Enhance professional appearance and etiquette
	Maintain 100% compliance with grooming and uniform standards in every shift.
	Supported by self-monitoring and supervisor feedback.
	Reinforces professional brand image and guest trust.
	Immediate and ongoing.

	4. Increase motivation and performance
	Request feedback from supervisors at least once a week and apply suggestions in subsequent shifts.
	Easily achievable through scheduled discussions.
	Encourages recognition and personal development.
	Implemented weekly over next 10 weeks.

	5. Improve operational efficiency and table turnaround
	Reduce table reset time from 4 minutes to 2 minutes through better organisation and teamwork.
	Feasible through pre-prepared setups and delegation.
	Supports guest satisfaction and faster service flow.
	Achieve within 6 weeks.
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This internship at Novotel London Wembley offered valuable experience on how theoretical models can be put into action in the hospitality operations. Activities like menu presentation, complaints handling, and implementation of cleanliness allowed applying the theories of service quality and leadership and fostering confidence, collaboration, and time-management skills. The experience once again confirmed the fact that F&B management requires accuracy, compassion, and flexibility. My leadership and teamwork concept under the mentorship of my manager improved my perception of the impact of leadership and teamwork in achieving guest satisfaction and effective operations. I have come to understand that hospitality is not only about supplying people with food but also developing memorable and consistent and sustainable experiences. In sum, this placement not only provided a gap between theory and practice, but also increased my communication and leadership skills, as well as my desire to become a professional in the field of hospitality management.
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Learning Objective 1:
The formation of professional communication and interaction with the customers with the presentation of menus, taking orders and the answering of the questions of the guests.
Achievement:
This goal was effectively met. The participation in communication with guests on a daily basis allowed the participant to improve the verbal clarity, body language, and confidence. The respondent adjusted the communication styles to fit the different customer personalities, used upselling skills well, and resorted to active listening whenever handling complaints or dietary needs. Feedback on supervisor stated that there was a significant improvement in confidence and professionalism.
Learning Objective 2:
The increase of the efficiency of the functioning and the teamwork of the skills within the fast-paced hospitality environment.
Achievement:
It was completely realized at the time of the peak service hours when coordinating with the kitchen and cooperation with colleagues were needed. The participant also acquired the ability to prioritize the tasks including rapid clearing of table and under-pressure restocking of supplies through time-management and teamwork approaches. The experience also enhanced the capacity of the participant to stand calm and supportive in challenging situations that enhanced the flow of service and guest satisfaction.
Learning Objective 3:
The use of sustainability and service-quality theories learned in the classroom and their application to the actual Food and Beverage operations.
Achievement:
It was a partial fulfillment of the objective. The processes of minimization of food waste and the adoption of hygiene standards were implemented successfully. Nevertheless, the participant indicated the areas that should be improved in the future, such as more active waste tracking and more use of environmentally friendly materials. This introspection has encouraged the participant to specialize in sustainability leadership in future careers in line with the long-term objectives of the environment of the hospitality industry.
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