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Introduction
To begin with, my time at Novotel Southampton has been enriching. My role as a receptionist has enabled me to be involved in the hotel’s Food and Beverage (F&B) operations.
The Novotel Southampton Hotel offers a range of food and beverage services. First and foremost is the hotel’s primary dining venue, The Portside Table, where guests enjoy a variety of dishes prepared by skilled chefs. The hotel serves breakfast, lunch, and dinner, offering a diverse selection of international cuisines. Additionally, a bar is available that offers a diverse selection of beers, wines, and cocktails in a lively atmosphere (Accor, 2025). Furthermore, for guests seeking convenience, room service is available, which allows for the delivery of meals and beverages directly to their rooms. During my 10-week placement, I aimed to achieve the following learning objectives:
· To enhance my communication skills and techniques, allowing me to interact confidently with guests and work colleagues.
· To understand the daily operations within the F&B department
· To learn to identify and address common challenges in the F&B department 
Role Reflection
With reference to the Gibbs reflective cycle model (1988), I’ll begin by describing my role. First and foremost, as a receptionist, my primary task was to ensure that each guest's check-in and check-out procedures were completed accurately. Through this task, I developed good communication skills. Although people may not pay much attention to it, I also attained good articulation, which I found to be very important in achieving professional, clear, and concise communication (Crannell, 2011). My communication was also improved with handling guest reservations and guest inquiries, which were mostly done through phone calls, and it is through this that I learned of how non-verbal cues come to play an essential role in communication, since phone calls do not offer the chance to observe these cues (Remland, 2017). 
When I first started in this role, I was anxious about handling visitor encounters on my own, but as I got more experience, I became more confident. Although I occasionally struggled with multitasking during busy moments, I enjoyed solving problems to ensure the satisfaction of our guests. Moreover, my teamwork improved through extensive collaboration with the F&B department. It is with certainty that this collaboration improved service delivery mainly through the communication of personal recommendations from my desk to the F&B department, which is paramount in curating guest experiences based on preference (Johnson et al., 2012). However, I faced a significant challenge in time management, which was particularly difficult when handling multiple tasks.
During this tenure, I realized that adequate supervision was necessary for smooth operations, ensuring that tasks are completed correctly and promoting a positive work environment (Wood, 2013). The two essential skills I witnessed were good leadership and adaptability. To begin with, the leadership style that my supervisor continuously employed was the affiliative type of supervision, which emphasizes good personal relationships among subordinates (Fallon and Rutherford, 2010). This approach maintained high energy levels among subordinates and fostered strong bonds among them. On the other hand, adaptability was paramount in converting tense moments into calm and relaxed atmospheres, which helps in facilitating easy problem-solving. I managed to develop these two leadership skills, which were my greatest strengths. Although I had a weakness in time management, especially when balancing multiple tasks.
I managed to witness adaptability in action when, in one situation, an overbooking issue arose, affecting one of the guests since no room was available. In this tense moment, my supervisor calmly reassessed the room availability, provided an upgrade to the package the guest had acquired, and collaborated with a nearby hotel to offer the guest the upgraded room package.
From this wholesome experience, I plan to mainly focus on my time management challenge, which is a huge weakness. I plan on trying out one very good technique I observed from one of my colleagues, which was creating detailed, structured plans for their day-to-day tasks, and this included employing Google Calendar, which is very useful when it comes to providing reminder notifications and organizing tasks.
Development Journey
When I compare my previous level placement at Green Leaf Bistro with Novotel, I have noticed several changes in how I view the F&B department. Technically, Green Leaf Bistro excelled in food preparation, material acquisition, and the general behind-the-scenes operations that took place. For instance, the menu that I designed for Green Leaf Bistro, inspired by its location and offerings, would work well at Novotel because it is at a level that befits the upscale features of Novotel. Green Leaf Bistro was on point when it came to core service fundamentals.
However, there has been a significant shift in how I view the F&B department, primarily because the level of guest engagement offered at Novotel vastly surpasses that at Green Leaf Bistro. The guest interactions and transactions at Green Leaf Bistro were primarily focused on efficiency, with little emphasis on fully engaging the guests. On the contrary, at Novotel, conversations took place between subordinates, including the chefs, and guests about the cuisine served and the experiences offered. It was not only about serving the guests, but also about integrating them into the hotel’s atmosphere. This gave me the perspective that F&B is not only about providing good service, but also about creating wholesome experiences, which play a crucial role in forming lasting memories for guests (Godfrey, 2024).
Besides that, at level 5, I researched the CSR strategy at Leopold hotel and I would say that it shares core principles to that of Novotel in that they are both focused on environmental sustainability, engaging the community and developing the employees, however, the significant difference comes in implementation and execution due to the difference in budget. For Leopold Hotel, their initiatives are high-cost, which might challenge Novotel to accomplish. Although there is a difference in budget, the greener practice I researched for Leopold would fit Novotel’s F&B operations, particularly their waste-tracking system, which significantly helps in minimising and effectively regulating waste (GOV.UK, 2025).
Service Improvement Proposal
The main challenge that I witnessed at Novotel was the inconsistent handling of complaints. People have different ways of handling various problems, but in such an establishment, there should be a certain uniformity in the way a guest would prefer. What I viewed was that each client responds to a specific way of handling things, and each employee approaches things differently. For a great establishment, curating employees to adapt to each client’s needs is crucial because it enables a uniform approach to handling things for that client by every employee (Ogbeide et al., 2017).
The two main aspects to focus on when approaching this challenge are uniformity and adaptability. The first actionable step to solve this challenge and improve guest service is to provide employees with a standard procedure training for handling various complaints, which helps in gaining uniformity and organisation (Arwab et al., 2022). This standard protocol should include imparting the know-how of applying skills such as active listening, empathy, taking ownership, offering solutions, and following up to ensure resolution. Nonetheless, within this uniform method, employees should be enabled to customise their answers according to guest profiles and preferences, using information and insights from previous visits to customise solutions.
Secondly, comprehensive training should be provided to employees to solidify these procedures and also to help staff practice handling various complaint scenarios. This should be achieved with scenario-based training. Additionally, to help staff identify specific patterns in guest behaviour, recurring issues, and opportunities for improvement, a recording system should be developed where employees can document past experiences. Lastly, a feedback system for the guests can be created to identify the positive and negative experiences they undergo, which can help inform future staff training.
Conclusion
My placement at Novotel Southampton was a rewarding experience that deepened my understanding of the F&B department and its connection to front-of-house roles. I improved my communication skills through guest interactions and learned the importance of teamwork by working closely with the F&B team to create personalized experiences. Observing how leaders handled complaints and busy periods taught me valuable lessons about adaptability and guest satisfaction. Although I struggled with time management, I now have strategies to improve. Overall, I achieved my learning goals and gained practical insights into service delivery and collaboration.
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