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Introduction 
I finished my supervisory practice at Novotel Birmingham Centre which features 148 rooms and an open-kitchen restaurant alongside a lobby bar with six conference suites under the upper-midscale Accor brand. Trade expos held at the nearby International Convention Centre resulted in an average occupancy rate of 71 % throughout my management period. The food-and-beverage team included nineteen front-of-house staff members supported by two apprentices and four supervisors who worked in split shifts. My placement brief set three learning goals: The placement required me to train new breakfast staff members while analyzing daily beverage profits and addressing guest complaints to brand specifications. I implement Donald Schön’s reflective model to merge in-service intuition with structured after-action analysis which helps me understand how immediate decisions evolve into professional expertise. This log incorporates reflection-in-action and reflection-on-action for important events and details my skill improvement with a service-improvement strategy that matches Accor standards and hospitality industry studies.
Reflection Using Schön’s Framework 
Reflection-in-Action 
During the Monday breakfast rush the queue at the restaurant entrance extended beyond ten minutes which surpassed the five-minute waiting limit set by Accor for their midscale brand. The new employee stopped working at the payment machine while customers expressed their displeasure. My responsibilities during the pastry plating process led me to take over the cash desk operations followed by an assignment change to coffee service for her while I restructured the floor layout to establish a second bread station. I used brief questions like “Which key prints the receipt?” to maintain her engagement instead of giving direct orders. After eight minutes of service adjustment the meal period's peak Net Promoter Score climbed back to +46 which exceeded the weekly average by two points. Through my intervention I demonstrated Schön’s (2017) concept of “thinking in action” showing how intuitive knowledge directs behavior ahead of systematic analysis. I observed that the fresh-orange-juice press expelled unusually damp pulp later that morning. Breakfast buffets achieved a yield percentage of 58 % which was under the industry standard of 70 %. I managed to maintain service flow while I conducted a series of adjustments that included weighing the waste container and adjusting the fruit feed dimensions followed by recalibrating the cutting discs. Adjusting the fruit feed size saved approximately £12 worth of oranges during the shift while enhancing juice color quality enough to earn positive feedback from two regular guests. Real-time monitoring of sensory data and guest feedback strengthened my conviction that supervisors can enhance performance without interrupting service operations (Mercan et al., 2021). The third incident occurred when a guest used the table-top feedback tablet to report the lukewarm scrambled eggs. I replaced the dish and apologised to the guest while delivering a complimentary flat white all within four minutes. Studies focusing on service recovery highlight speed, fairness and explanation as major factors that build guest loyalty (Sukhu and Bilgihan, 2023). My response met the speed test requirements but fell short in explaining the kitchen bottleneck so the guest departed with information but no power to act. The discovery of this shortfall inspired me to improve my future recovery communication plans.
Reflection-on-Action 
I implemented Schön’s reflection-on-action loop to conduct a structured debrief following the service. First I identified what worked: The effective techniques I identified included situational scanning combined with concise prompts and rapid equipment adjustment. Recent findings show that targeted scenario-based training enhances satisfaction levels during intense operational periods (Stavrinoudis  and Psimoulis, 2017). Second I surfaced weaknesses: The trade-show party for 40 delegates lacked proper forecasting while juice calibration failed due to a missing line check and complaint recovery suffered from limited root-cause language. Training alone produces minimal guest satisfaction unless it works together with resource planning and process ownership. Technical drills must be paired with capacity analysis according to a recent study. I also examined emotional responses (Sharma et al., 2023). The sharp rise in queue times created tension but consciously shifting into coaching mode brought tranquility to my colleague and myself. Documenting the affective response reminded me to monitor my pulse rate and breathing when facing peak times. Finally, I converted insights into concrete steps: Incorporate a five-minute demand prediction into beginning shift talks and organize weekly reviews of beverage production charts while practicing explanation scripts with team members during peer role-playing exercises.

Skill Audit 
This audit sharpened four core competencies. Through deliberate delegation I enhanced my leadership abilities while my staffing model continues to respond to situations instead of anticipating them. Communication remained clear during stressful moments but post-shift discussions needed more focused agendas to prevent drift. The juice-yield fix demonstrated problem-solving abilities but I used physical examination methods instead of the hotel's analytics dashboard. My adaptability became evident when I switched roles during service execution which demonstrated Schön’s concept of “reflection-in-action” in practice..Moving forward I will align each competency with a metric: The performance evaluation will include four key components such as forecast accuracy together with briefing duration and variance reports closed and logged cross-training hours.
Development Journey 
During my Level 4 café placement I handled routine plate-carrying duties along with taking customer orders. At Novotel I was given the responsibility to organize front-of-house shifts while verifying discounts and coordinating yield metrics with the chef. This newfound autonomy transitioned my thinking from routine procedures to thoughtful decision-making. University Food & Beverage Operations envisioned service delivery as a straightforward sequence yet during my observations digital menus and dietary clarifications generated service loops on site. Current research indicates that QR menu designs that lack quality can reduce customer loyalty. Some studies report strong acceptance of advanced technologies in forward-thinking locations (Vedat Yiğitoğlu et al., 2025). We maintain traditional guest satisfaction through paper menus while gathering upsell data from our tech-savvy customers by offering digital menus. The Sustainable Hospitality & Tourism Management modules emphasized the principles of circular-economy thinking. Novotel has partnered with WWF in 2024 to achieve a 20 % reduction in food waste by 2027 (Accor, 2024). Roberts, (2024) indicates that sustainability strategies are now in place for 93 % of British hospitality operators. Every night I measured prep waste which I documented in the chef’s chat before using this data to refine the following day’s mise-en-place. Our practice led to a 6 % decrease in vegetable-trim waste throughout a four-week period. I worked with the housekeeping team one morning to run Clean the World’s soap-collection programme beyond my waste reduction work. Our team collected 3.8 kg of used soap bars to produce 40 hygiene kits for shelters. The exercise demonstrated front-of-house leaders' ability to impact back-of-house sustainability while improving teamwork across departments (Hagg, 2013). By measuring both the collected weight and the number of kits produced I gained a measurable social impact indicator that will shape my future leadership style.
Service Improvement Proposal 
Issue 
The service time for taking lunch orders to delivery stands at 18 minutes which exceeds both the company's 12-minute target and the acceptable timing for most customers. Extended wait times for service create opportunities for revenue loss and an increase in both employee wages and customer complaints.
Recommendations 
· Introduce a two-item express menu (pasta and salad) between 12: The shared mise-en-place setup enables cooks to prepare meals in five minutes during the 00 and 14:00 periods.
· Implement a weekly 15-minute sales practice drill that uses suggestive selling and check-back phrases based on the three-pillar service-recovery model
· Place digital QR feedback codes on bar receipts to enable service improvements during service delivery in line with Vallen and Vallen (2014) findings that tech-based feedback minimizes paper usage
Conclusion 
Schön’s framework revealed a practical cycle that connects immediate adjustments with intentional learning after actions. I reached my coaching and cost-control objectives and boosted complaint-response time but still need to improve my forecasting accuracy and explanatory skill. By using brand data and recent research findings this action plan provides quantifiable steps for me to achieve complete F&B leadership.

Action Plan
	Specific goal
	Measurable indicator
	Achievable method
	Relevance to role
	Time-bound deadline

	Add a 5-minute head-count forecast to every breakfast pre-shift briefing.
	Forecast is logged on the briefing sheet four days out of five each week.
	Use last-year POS data and current pickup report to predict covers; share the number during the stand-up.
	Sharp forecasts cut queue time and raise guest satisfaction.
	Start Monday 23 June 2025; reach 80 % compliance by 31 July 2025.

	Finish Accor’s online beverage-cost control module.
	Course certificate uploaded to the HR portal.
	Block two 90-minute study slots per week; ask the F&B manager to sign off quizzes.
	Strong cost control lifts gross profit and shows readiness for a supervisor post.
	Complete the module by 31 July 2025.

	Practise root-cause explanations in weekly peer role-plays.
	Keep a log of at least six rehearsals and one peer feedback note per session.
	Pair with another trainee every Friday after lunch; rotate guest-complaint scenarios.
	Clear explanations improve service recovery and staff confidence.
	First session 20 June 2025; run six consecutive weeks to 25 July 2025.
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