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[bookmark: _Toc212592059]Introduction
I have worked in the hotel of Best Western Abbots Barton Hotel, Canterbury, and have gained so much experience in the hotel in the food and beverage (F&B) department. The hotel has acquired various food and beverages that are supposed to be consumed by the customers in the morning up until evening (Anon, 2010). The breakfast is served in the usual continental and cooked manner in the morning, which consists of eggs, sausages, pancakes, and a diverse menu prepared by ordering the locally available food. The bar and restaurant also have sandwiches, pizzas, and salads as light meals and snacks during the day, which is convenient to business guests and tourists in particular. In the evening, it has a full dinner menu, which is cooked by the head chef of the hotel, and it comprises various starters, main courses, and desserts. The overall F&B operation has assisted me in viewing and studying the complex workings of the hospitality business, the quality of service, and the introduction of sustainability.

[bookmark: _Toc212592060]Practical application of theory in hotel management
Being in a hotel, I can clearly see that the theories of sustainability, event management, and marketing, which I had learned earlier, are actually put into practice in the management of the hotel (Hagg, 2013). As an example, in the theory of sustainability in hospitality industry, we learnt how to reduce food waste, use energy-efficient technology and create an environmentally friendly supply chain, in the hotel restaurant and kitchen, I was taught how the number of guests per day can help to achieve the right amount of food items and how to reduce the remaining through inventory control. 
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[bookmark: _Toc212546660]Figure 1: Practical application of theory in hotel management 
Source: (Johnston et al., 2012) 
Similarly, I have seen how the planning, coordination, and guest satisfaction policies learned in theory learning in event management have been used in the real world in the context of establishing various corporate events, the arrival of tourist groups (Rutherford & O’Fallon, 2007). I have been able to observe effective customer retention strategies at hotels. 
[bookmark: _Toc212592061]Receptionist Responsibilities and F&B Supervisor Discussion-Implementation Analysis
In the period that I worked in the reception department of the Abbots Barton Hotel, Best Western, I needed to liaise effectively with Daniela who is the F&B Supervisor in charge of food and beverage services. During the discussion, she mentioned that the reception is the hub of the information flow in the hotel, where people first make their first impression, and their service in food and drinks, reservation, special requests, and operations, are initially prearranged (Walker, 2021). Daniela noted that the active role of reception department helps to improve the quality of F&B services as it is a chain of creating and expecting the guests. This synergetic working has taught me that a hotel success is not only in the performance of the departments in it, but also the interdepartmental communication and cooperation.
[bookmark: _Toc212592062]Changing perspective on the reception department since Level 4
Initially, Level 4 reception was considered to be a front-office activity, the primary functions of which are the confirmation of the bookings and the reception of the guests. Experience, however, has revealed that besides providing information, the reception is also an important business unit in the hotel's strategic management, customer experience management, operational support, and revenue management (Andersen et al., 2023). Receptionists contribute to the financial success of the hotel in their capacity to examine the behavior of the guests, upselling of rooms, use of loyalty programs, and negative complaint responses. 
[bookmark: _Toc212592063]Comparison with academic literature and areas for potential development
The reception department has a very significant role in the management of the customer relationship, service quality model, and efficiency in the operation of the branch. However, the continuity of services could be hindered by poor training and a lack of human resources (Cousins & Weekes, 2020). Excessive pressure on the front-office staff may reduce productivity and consumer satisfaction. Management should be enhanced by developing regular training, technological automation, and good interrelationships between the reception and other departments. 
[bookmark: _Toc212592064]Practical experience and analysis of sustainability measures in the food and beverage sector
As an employee of the food and beverage (F&B) department, I gathered that the hotel is trying to implement the sustainability policies in food management, waste management, and energy management effectively (Dias, 2024). To illustrate this, the number of guests will be used to yield information that is retrieved in the TEAL system, which will be used in determining the amount of raw materials that will be prepared daily. There is also a waste log record that is present in the kitchen and in which the amount of food left is recorded, on the basis of which menu planning and inventory are backed the next day. 
[bookmark: _Toc212592065]Connection between the Service Quality Model and Lean Management Theory 
Within the food and beverage industry, the theory of the SERVQUAL service quality model and the Lean Management theory are applied. SERVQUAL model contains Reliability, Assurance, Tangibles, Empathy, and Responsiveness (Fanthorne, 2004). The examples of the practical applications are right and timely guest service, staff confidence in their explanations, clean and beautiful rooms, identified food, and sufficient staff to respond quickly. 
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[bookmark: _Toc212546661]Figure 2: Connection between the Service Quality Model and Lean Management Theory 
Source: (Wood, 2013)
Just-in-Time theories of inventory are used in the theory of Lean Management in order to reduce food waste and overproduction, which is also consistent with the Value Stream Mapping theory. These theories are not just theories, but an element of the hotel operations strategy that renders the production processes efficient and sustainable.
[bookmark: _Toc212592066]Opportunities for improvement and recommendations
Hotel's food and beverage department must be enhanced with an objective to become more sustainable and quality of services. The use of AI-powered demand forecasting is a high-end lean management solution that can reduce the level of food wastage. The elements of the SERVQUAL model that will be strengthened by staff training are Empathy and responsiveness, which are mandatory in the training on special dietary needs management (Johnston et al., 2012). An ecologically friendly and cost-effective approach can be the development of a sustainable model. KPIs of digital tracing and sustainability will be carried out throughout all the stages of food production to increase customer satisfaction and better brand image.
[bookmark: _Toc212592067]Reflection on the practical application and development of theory
In my experience in the food and beverage department, I observed closely the practical aspect of the theory that made me value the importance of how theoretical concepts can be applied practically in the management of a hotel business (Hagg, 2013). As an example, according to the SERVQUAL model of service quality, the quality of service is improved by the creation of the gap between customer expectations and offered service.  
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[bookmark: _Toc212546662]Figure 3:  Reflection on the practical application and development of theory 
Source: (Anon, 2010)
Similarly, I observed that there was an effort to ensure that things were made sustainable by reducing the storage of materials in the kitchen that were not in use and waste management by following the Just in Time implementation of the lean management theory (Andersen et al., 2023). 

[bookmark: _Toc212592068]Conclusion
In general, the placement experience in the Food and Beverage department of Best Western Abbots Barton Hotel has provided me with a clear understanding of how sustainability management and application can be implemented by a manager in the hospitality industry. It turned out, based on observation and experience, that the quality of services, lean management, and internal coordination of departments can help in improving guest satisfaction, reducing waste, and improving efficiency. The highlighted outcomes showed that technology-based demand forecasting, regular staff training, and sustainable operational strategies still have the potential to improve the operations. It is therefore recommended that the hotel consider implementing these radical strategies that will go a long way in contributing to the performance, customer experience, and environmental sustainability of the Food and Beverage department.
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Three learning objectives from this department
· Reception and Guest Service Skills Development: Master the skills of customer service and professional behavior on the management of check-in and check-out and room assignment and customer requests.
· Acquire Interdepartmental Coordination and Communication Skills: Enhance interdepartmental cooperation and communication skills by collaborating with F&B, housekeeping and management teams to make sure all the activities are running smoothly.
· Learn to use technology and information management: Learn how to manage the activities of reservations, payments and information flow with the help of TEAL system and other digital tools to facilitate the efficiency of the work and decision-making processes.

Use of Generative AI in Assessment
	RESEARCH 
	For this assessment, you can use Generative AI to support you in research and data analysis
	No 

	STRUCTURE 
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts and headings, etc.
	No 

	PROOFREADING 
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including getting suggestions to rephrase your work 
	No

	WRITING 
	For this assessment, you can use Generative AI to create text for submission.
	No 

	CREATIVE 
	For this assessment, you can use Generative AI to create creative materials, such as images.
	No 

	PROGRAMING 
	For this assessment, you can use Generative AI to create and check code.
	No 

	NONE 
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading support and creative support.
	



image4.png
SERVQUAL MODEL

©

Responsiveness et

Service Quality
A

Assurance

alial
Tangibles





image1.png
D Prifysgol Cymru
#N] ¥ Drindod Dewi Sant
2" University of Wales
Trinity Saint David




image2.png
G

EVENT FINANCE EVENT
&ANALYSIS PLANNING
EVENT
MANAGEMENT

P

s
Ev

EVENT
ADMINISTRATION EVENT

BOOKING

«
EVENT MARKETING
&COMMUNICATIONS




image3.png
05.
PURSUIT
PERFECTION

04, O1.

ESTABLISH DEFINE
PULL

VALUE
LEAN
PRINCIPLES

02.

MAP VALUE
STREAM




