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[bookmark: _e00w16lq4nr][bookmark: _Toc214022517]Introduction
Ibis Hotel Northampton Centre is a 2-star property controlled by the famous Accor Group that provides buffet breakfast, modern accommodation, a 24-hour café, a small restaurant, and a bar area (Accor, 2025). The operational design of the hotel enables front office employees to assist with other operational requirements, such as food and beverage (F&B). My placement at this hotel as a front office employee taught me how to handle guest reservations, check-outs, and check-ins, and occasionally assist with breakfast services or serving drinks. Ibis Hotel Northampton Centre offers a range of beers, spirits and some standard cocktails as the hotel doesn’t have a great demand on these. The busiest is the breakfast buffet as many guests choose it as a deal for £12.50. The restaurant opens again for food orders from 5pm, offering ready meals that require a few minutes cooking. Handling such an extended level of operational requirements has deepened my understanding of the way various hospitality departments complement each other to improve guest experience. This reflective learning log will build on valuable insights drawn from two different but interlinking modules, namely, F&B Operations and Service Operations Management, further allowing me to understand better the way theoretical knowledge can be correlated with real-life practices, and thereby deepening my understanding of the way the department where I have been placed has evolved since Level 4. 
[bookmark: _plbqxqopx7vx][bookmark: _Toc214022518]Main Body 
[bookmark: _Toc214022519]Connecting theory and practice based on insights drawn from two different modules
My placement at Ibis Hotel Northampton Centre has provided me with sufficient opportunities to work closely with the hotel manager, Hardy-Mcevoy Sharon, who has provided me with important insights regarding the way theoretical models are applied to F&B Operations and Service Operations Management at this organisation, so that they can complement each other. During the discussion with her, Sharon explained that at Ibis Hotel Northampton Centre, a limited-service brand, teamwork and flexibility are two key determinants of ensuring operational efficiency. In the hospitality industry, employees have to play multiple roles occasionally to ensure service continuity and meet specific service demands (Walker, 2021). Such a hybrid functional approach is in line with the concept of multi-skilling that demands acquiring cross-departmental competence in order to reduce service gaps and enhance productivity as a whole (Huang et al. 2021). I have acquired a deeper understanding of this through my rotational shift in the housekeeping department. Cleanliness is a key determinant of guest satisfaction in the hospitality segment (Singgalen, 2024). Maintaining cleanliness standards guided by daily briefings of housekeeping managers is important, as I realised. Such a complexity of housekeeping responsibilities was undervalued in the Level 4, as I was approaching it as a background operation, independent from other hotel departments. The successful completion of my placement program has made me learn that housekeeping efficiency can also promote F&B efficiency and hotel success and reputation.
My understanding regarding food and beverage operations at the Level 4 was basically task oriented. My consideration was based on the fact that ensuring service continuity is all about following procedures and maintaining relevant standards. Nevertheless, the direct experience I received during my 10-week-long placement at this hotel has made me realise that effective integration of F&B and front office operations is a key determinant of optimised guest satisfaction (Cousins & Weekes, 2020).  Since last placement at the same hotel, I was surprised to see some sustainability changes. One of them is the reduction of plastic used in the hotel; all doors have been changed, and the system as well. Now it is more convenient, electricity saving and less expenses for the business. A similar experience I have gained during my placement, where I have seen that on several occasions, and specifically during peak seasons, receptionists helped in serving breakfast and the F&B staff assisted in serving the front-desk operations. Such flexibility indeed contributed to the smooth delivery of guest services.  Reflecting through the Gibbs’ model of reflection, I would like to underline that multi-tasking ability builds teamwork and improves operational cooperation. However, it is a proven fact that overlapping task responsibilities and conflicts of interest can create bottlenecks to smooth service delivery (Todorova et al. 2020). I have gained a similar experience when customers complained about slower guest check-ins, and overlapping task responsibilities between the front office and the back office staff were attributed to this. Thus, I would like to emphasise task division with the highest clarity to enhance service consistency. 
[bookmark: _Toc214022520]Different priciples of service operations management in the guest service management
As per Andersen et al. (2023), efficient service management means a perfect balance between systems, processes, and people, leading to achievement in consistent service quality. During my placement, I felt the same and experienced the importance of such a balance, particularly when, as a front office staff member, I have to coordinate guests’ requests, communicate with the housekeeping department, and at the same time, ensure smooth information flow between cross-functional departments. On one occasion, a system outage occurred that created issues in the reservation system. The way the manager, Sharon, guided us can be aligned with the service recovery principles. Service recovery principles emphasise acknowledging specific issues, apologising sincerely, and providing small tokens of goodwill, such as early check-in or late check-out. Similar evidence of supportive actions could be found when the complaining customer was provided with a complementary drink that converted frustration into appreciation. This implies that when proactive leadership combines constructive and service-focused communication, this can convert a service failure into further opportunities of regaining customer loyalty and trust (Lim et al. 2025). 
Akgunduz et al. (2022) have highlighted that front office staff has to engage in emotional exchanges with customers, further demonstrating adaptability and empathy skills. Likely, one of the guests I handled, Ms Joanna Blake, was concerned about the noisy street. To help the guest with this concern, me and Pedro approached the concern with full empathy and provided a quieter room. Here, I learned about the importance of effective handling of guest complaints and feedback under the supervision of Sharon. In a later case, Ms Irena expressed her positive experience with this hotel on TripAdvisor. I appreciated the effort of the manager to acknowledge this positive review on behalf of the hotel’s management. Indeed, the effectiveness of guest relations management much depends on the attitude and behaviour of staff (Aburayya et al. 2020). I have realised that positive attitude and behaviour can set the tone for an emotional connection between guests and hospitality service providers.  Weronika and Cristina are one of the most positive persons at the reception doing their best to please the guests and shared their knowledge with me too.
[bookmark: _Toc214022521]Different principles of F&B operations management in the arena of guest service management 
The module named Food and Beverage Operations emphasised sustainability, hygiene, and efficiency as the three cornerstones of successful hospitality service delivery. The Planet 21 strategy of Accor Group includes 75 CSR actions suitable for helping employees redefine their CSR action plan (Accor, 2022). Such a strategic effort is in line with the key principle of Triple Bottom Line Theory, according to which a business entity is responsible for ensuring a good balance between people, planet, and profit (Loviscek, 2020). In a similar analogy, to reduce food waste, portion-controlled items were mostly used in the breakfast buffet. The bar at this hotel uses reusable glassware, along with energy-saving coffee machines, timers on ovens and the dishwashers are being used more considerately. Now, I have better realised that sustainability is an integral aspect of the cost-saving strategy framework also.  


[bookmark: _Toc214022522]Opportunities for further improvement based on shortfalls
I spotted a shortfall in waste monitoring at a certain level, as instead of reusing uneaten buffet, there were mostly discarded, only one good to go bags for sale. Rolling out a waste tracking system can contribute to both financial and environmental outcomes. Food and recycling waste go together and this is a major issue. At the same time, service issues are triggered by dual role-playing by F&B and front office staff. To overcome, redesigning workflows would be appropriate, further focusing on different role coverage during peak seasons. 	
[bookmark: _233r0uvdxyza][bookmark: _Toc214022523]Conclusion
Ibis Hotel Northampton Centre has granted me a placement opportunity for 10 weeks. This placement offered me the opportunity to understand the way theoretical knowledge acquired through a hospitality degree can be applied to real-world hospitality operational areas. Now, I have a better and improved realisation of the fact that F&B operations and service operations can complement guest satisfaction management. After having a discussion with the manager, Hardy-Mcevoy Sharon and her assistant Kayleigh, I have understood that the real-time application of theoretical frameworks can effectively support and promote real-world decision-making. Unfortunately, Sharon has moved to another job, but the team continues to operate smoothly, and she has assured everyone that be available anytime the team needs her. This managerial attitude is appreciated. This example and many others during this placement helped me discover multiple skills, such as communication, teamwork, and proactive service recovery, while having a foundational understanding of the way emotional intelligence and sustainability are duly integrated with hospitality service offerings. I have now progressed from my Level 4 understanding to underscore that hospitality management demands the working of an integrated system, demonstrating empathy, efficiency, and collaboration skills.
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	Learning objectives
	Achievement

	Understanding cross-functional collaboration
	Achieved through coordinating with housekeeping, front office, and F&B

	Developing competence in communicating with guests
	Achieved through handling guest complaints and feedback

	Applying sustainability principles
	Achieved through using food tracking system
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