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[bookmark: _Toc200629504]Introduction
I completed my Level 6 placement at Premier Inn Liverpool John Lennon Airport, a mid-range hotel mainly serving transit passengers, business travellers, and families. The food and beverage department offers both continental and cooked breakfasts, along with dinner from a menu that caters to various dietary requirements. Breakfast is complimentary for children. The bar offers a selection of basic drinks for the evening service. During my placement, I aimed to develop practical skills in guest communication, time management, and teamwork.
[bookmark: _Toc200629505]Role Reflection
I structured my reflections using the ERA model, which encourages awareness of experiences, interpretation, and determining actions (Kingkaew et al., 2023).
[bookmark: _Toc200629506]Experience
I worked as a food & beverage assistant at the Premier Inn Liverpool John Lennon Airport Hotel. My duties included welcoming guests, checking breakfast payments, applying the SOP25 allergy protocol, maintaining clean tables, and preparing for the dinner service. At times, I decided independently whether to involve the chef. I was also introduced to the Kitchen Record Book and Bar Management records, offering administrative insight. 
[bookmark: _Toc200629507]Reflection
During my learning journey, I came to understand that achieving success demands not just technical skills but also an understanding of oneself. Once, I misheard a guest's name and room under stress. Realising my focus dropped under pressure, I began mindful breathing before shifts to improve concentration (Sihura and Palupiningtyas, 2025).
Among my strengths, precision and quick comprehension stood out, particularly when applying the SOP25 protocol, where guest safety could depend on individual decisions. However, I also recognised a tendency to take on too much and rarely ask for help, even when uncertain.
I observed two leadership situations that left a strong impression. One positive example occurred on a quiet morning when the hotel manager replaced the buffet breakfast with an order service, reducing food waste and increasing guest satisfaction. On another occasion, the hotel manager personally prepared breakfasts while the chef was absent. This adaptability strengthened the team spirit and exemplified the leadership style highlighted by Sandstrom and Reynolds (2020), which suggests that effective leaders often operate outside their comfort zones. These experiences align with the situational leadership model, which emphasises adapting to circumstances and operational tasks (Drewniak et al., 2020). As time passed, I observed that my feelings changed alongside my increasing confidence. In the beginning, I frequently experienced anxiety and uncertainty, particularly during stressful circumstances. As I acquired experience and obtained favourable responses from coworkers and visitors, I grew in confidence and strength.
[bookmark: _Toc200629508]Action
As a result of these experiences, I set three development goals. In future roles, I will take notes in new work areas to improve my organisation. I will continue to practise breathing exercises before shifts to maintain focus and calm. Additionally, I will consciously ask for help and seek regular feedback. These changes will contribute to my professional growth as an intern and future leader.
[bookmark: _Toc200629509]Development Journey
I completed both my Level 4 and Level 6 placements at the same hotel, resulting in roles and responsibilities that were broadly similar. During the Level 6 placement, I had greater autonomy and was responsible for more duties. For instance, I was responsible for managing dinner reservations, greeting guests at dinner, taking food and beverage orders, serving, and familiarising myself with the operation of the bar. This increased independence enhanced my sense of responsibility and professional attitude.
A frequent challenge I encountered was understanding guests with various accents, which occasionally caused misunderstandings. This experience revealed that successful communication demands not just language skills but also patience and careful listening, as corroborated by the findings of Thakur and Bhardwaj (2023). The Level 4 placement mainly included routine tasks, while the Level 6 placement required more intricate and organised activities, introducing new challenges. On both occasions, the hotel operated smoothly, and I gained a deeper insight into the administrative processes that contribute to guest satisfaction. The autonomy and experience gained improved my problem-solving and communication skills. These experiences prepared me to manage complex food and beverage situations confidently.
The theoretical understanding gained from the Level 4 module, including cross-contamination prevention, allergen management, and HACCP systems, became significantly more comprehensible through hands-on experience. These experiences enabled me to apply concepts from the Food and Beverage Operations module, including allergen awareness and cross-contamination prevention, connecting theory with practice. Using safety procedures reinforced their importance (Brandt and Driessen, 2024). I also observed differences between academic teachings and actual hotel practices. For example, while the literature states that chefs typically wear white uniforms to identify hygiene issues easily, staff at Premier Inn wear black uniforms consistent with the brand's identity.
In my previous assignment, I designed a fine dining menu for HOTEL TRINITY, which featured complex French dishes. These do not align with the simplicity and familiar British fare offered by Premier Inn. Although both menus use an à la carte system, the target audience and the expected dining experience differ significantly.
[bookmark: _Toc200629510]Level 4 Menu Design Project
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The Level 5 Sustainability module exposed me to a diverse range of strategies through an analysis of Alila Villas Uluwatu (Bali). This luxury property primarily focuses on nature conservation, location-specific programmes, and international certifications such as EarthCheck, which validates sustainability efforts in the premium sector (Velaoras et al., 2025). While they implement fundamental resource management, their approach differs from that of mid-range hotels.
Premier Inn focuses on cost-effective operational measures, including energy-saving technologies and practical waste reduction solutions, aligning with sustainability commitments common in the hospitality industry (Sobti et al., 2024). This comparison highlighted the need to tailor CSR to the specific hotel type.
In my second assignment, I proposed installing solar panels at the FORM Hotel in Dubai. However, my experiences at Premier Inn Liverpool highlighted that this solution would not be practical due to differing climate conditions and cost considerations. This underlined the importance of aligning sustainability recommendations with each hotel's specific context, as emphasised by Chemmanur and Fenech (2024).
[bookmark: _Toc200629511]Service Improvement Proposal
While working my evening shifts in the F&B department, I noticed that the current promotion of two drinks for £12 at the bar resulted in higher demand for cocktails. Although guest feedback showed that the taste of the cocktails frequently did not meet expectations, many chose alternatives like red wine to complement their meals. I think that reviewing the drink promotions might improve customer satisfaction and increase sales. This change would likely enhance the guest experience and boost beverage revenue. 
[bookmark: _Toc200629512]Improvement Plan
The first step in reconsidering the drink promotions involves adjusting the selection to prioritise popular choices among guests, such as red wine and beer, rather than focusing mainly on cocktails. This approach aligns with guest-centric service development principles, which state that continuously monitoring guest preferences and adapting offerings accordingly increases satisfaction (Patil, 2023).
Secondly, I recommend implementing a regular guest feedback system, such as surveys or informal conversations, to better understand customer needs and improve service. Systematic feedback is a vital component of service quality management, particularly in the hospitality industry, where perception and experience are paramount (Singgalen, 2025).
Thirdly, staff training is crucial, particularly in sales skills, product knowledge, and confident communication. Effective promotion not only raises sales but also contributes to a more professional guest experience (Bilgihan and Ricci, 2023).
The success of these improvements can be measured through monthly beverage sales data, guest satisfaction scores, and regular evaluations of staff performance. These metrics enable consistent monitoring to enhance the guest experience and departmental outcomes. Although encouraging, the implementation could encounter obstacles like employee pushback, insufficient training duration, or financial limitations, aspects that must be addressed during both planning and execution (Depierraz, 2024).
[bookmark: _Toc200629513]Conclusion
Throughout my placement, I gained knowledge about guest communication, time management, and teamwork in the hospitality industry. I experienced firsthand that effective collaboration and transparent information sharing are essential for smooth operations. Dealing with challenges like staying focused under pressure and understanding different accents pushed me to improve in ways I had not expected. As I gained more experience, I started to see real progress in how I handled various situations. I became more confident and found it easier to speak with both guests and team members. These moments highlighted the importance of reflecting on successes and areas for improvement. Ongoing learning is now at the centre of my growth.
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