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Introduction

During my ten-week placement at Ibis Styles Crewe, I worked in the Food and Beverage (F&B) department, gaining hands-on experience in daily operations, guest service, and team collaboration. The hotel, part of the Accor group, offers a budget-friendly yet stylish accommodation experience, including a contemporary bar and restaurant area serving breakfast buffets, light meals, and bar snacks, with a focus on convenience and efficiency. The F&B offerings include a complimentary continental breakfast, a 24/7 snack bar, and evening meals such as pizzas and burgers.
At the start of the placement, I set out three primary learning objectives:
1. To develop supervisory skills in a live operational environment.
2. To understand service recovery techniques and customer complaint handling.
3. To improve my ability to contribute to sustainable F&B practices.

Section 1: Role Reflection
To structure my reflection, I have used Gibbs' Reflective Cycle (Gibbs, 1988), which includes six stages: description, feelings, evaluation, analysis, conclusion, and action plan.
Role and Responsibilities
My primary role during the placement was as a Food and Beverage Assistant, involving guest service during breakfast, restocking, table clearing, and handling light food preparation. I was also tasked with opening and closing procedures, managing breakfast buffets, and supporting team coordination during busy periods.
I observed how decision-making in a fast-paced environment required quick thinking and collaboration. On several occasions, I was asked to take initiative, such as when stock ran low or when specific guest dietary needs had to be met. These tasks required strong communication, time management, and adaptability.
Key Skills in Supervision
Effective supervision, as supported by Mintzberg’s (1973) managerial roles, includes leadership, interpersonal, and decision-making functions. I found that communication and problem-solving were critical. One of my strengths was maintaining calm under pressure, allowing me to handle last-minute guest requests without stress. However, I recognised a weakness in assertiveness—in early weeks, I was hesitant to delegate tasks or offer suggestions.
Example 1: No Chefs Available at 11:42
During one shift, the kitchen staff were unavailable, and a guest requested lunch. My supervisor offered two club sandwich options instead: ham and cheese, and a gluten-free alternative. This quick thinking demonstrated situational leadership (Hersey & Blanchard, 1982), as decisions were made to adapt service delivery. The solution maintained guest satisfaction, though it highlighted the importance of cross-training staff to cover multiple roles.
Example 2: No Breakfast Available at 09:15
Another instance occurred when a guest arrived at 09:15 expecting breakfast, but the buffet had been cleared. The supervisor apologised but offered complimentary drinks and snacks. While this showed effective service recovery, it revealed a gap in clear communication about breakfast timings. This incident emphasised the importance of managing guest expectations through signage or verbal reminders.
Action Plan for Professional Development
· Attend a short course in conflict resolution to improve confidence in complaint handling.
· Shadow a supervisor for two full breakfast services to observe real-time decision-making.
· Practice giving and receiving feedback weekly with peers.
· Read more about situational leadership and its application in hospitality (Northouse, 2021).

Section 2: Development Journey
My current placement experience at Ibis Styles Crewe was quite different from my Level 4 placement at Crewe Hall Hotel & Spa, a four-star upscale property.
At Crewe Hall, I worked in a more formal environment, with multiple F&B outlets including a fine dining restaurant and banquet services. The service style was more traditional and hierarchical, while at Ibis Styles, the structure was flat and collaborative, with team members multitasking.
One similarity was the importance placed on guest satisfaction. In both settings, teamwork and guest communication were critical to success. However, the pace and expectations differed—Crewe Hall prioritised presentation and formality, while Ibis Styles emphasised speed and efficiency.
From the Level 4 module – Food & Beverage Operations, I learned about menu planning, service styles, and workflow management. Looking back, the menu I designed in Level 4 would not suit Ibis Styles, as it was too elaborate and not aligned with the limited kitchen resources or the casual dining style. This insight shows how academic theory must be matched with operational context.
In Level 5 – Sustainable Hospitality and Tourism Management, I explored CSR practices, such as food waste reduction and local sourcing. Ibis Styles Crewe does not currently prioritise sustainability in F&B beyond basic recycling. Compared to the eco-friendly hotel I studied in that module – the Hyatt Regency Maui – Ibis Styles lacks robust green practices. Implementing even basic sustainability measures like portion control and supplier reviews could have long-term benefits.
Section 3: Service Improvement Proposal
Key Area for Improvement: Staff Training in Guest Communication
During my placement, I observed inconsistent guest communication, particularly around breakfast timings and dietary accommodations. This led to guest dissatisfaction and avoidable complaints.
Firsthand observations:
· Staff often assumed guests knew breakfast ended at 09:00.
· Communication about allergens and gluten-free options was vague.
· During busy mornings, guest queries were sometimes dismissed due to time pressure.
Improvement Plan:
1. Introduce a 30-minute weekly team briefing, focusing on communication updates, reminders, and role-play of guest interactions. Studies show that team huddles improve service consistency (Hinkin & Tracey, 2010).
2. Develop a quick-reference guide for dietary options, placed at service points. This would enhance staff knowledge and confidence (Kandampully et al., 2015).
3. Install clear signage in multiple languages showing breakfast hours and allergen disclaimers. This reduces ambiguity and improves guest experience.
Enhancing Performance Criteria
Training staff to better understand technical service standards, such as those outlined in the Hospitality Assured framework (UK Hospitality, 2021), can help bridge performance gaps. Reinforcing knowledge through daily briefings and visual aids can increase team readiness and guest satisfaction.




Conclusion
This placement allowed me to reflect deeply on my practical strengths, identify areas for improvement, and connect academic theory with real-world challenges. I learned the importance of adaptability, guest engagement, and collaborative problem-solving.
I believe I achieved two of my three learning objectives: I improved supervisory awareness and learned complaint recovery techniques. I made progress in understanding sustainable practices, though there is more to explore in applying them practically. The placement gave me a realistic view of budget hotel operations and has informed my future career direction.






















References:
Gibbs, G. (1988). Learning by Doing: A Guide to Teaching and Learning Methods. Oxford: Oxford Polytechnic.
Hersey, P. & Blanchard, K.H. (1982). Management of Organizational Behavior: Utilizing Human Resources. 4th ed. Englewood Cliffs: Prentice Hall.
Hinkin, T.R. & Tracey, J.B. (2010). What makes it so great? An analysis of human resources practices among Fortune’s best companies to work for. Cornell Hospitality Quarterly, 51(2), pp.158–170.
Kandampully, J., Zhang, T. & Bilgihan, A. (2015). Customer loyalty: a review and future directions with a special focus on the hospitality industry. International Journal of Contemporary Hospitality Management, 27(3), pp.379–414.
Mintzberg, H. (1973). The Nature of Managerial Work. New York: Harper & Row.
Northouse, P.G. (2021). Leadership: Theory and Practice. 9th ed. London: Sage.
UK Hospitality (2021). Hospitality Assured Standard. Available at: https://www.instituteofhospitality.org (Accessed: 03 June 2025). 
Walker, J.R. (2016). Introduction to Hospitality Management. 5th ed. Pearson.
Jones, P., Hillier, D. & Comfort, D. (2016). Sustainability in the global hotel industry. International Journal of Contemporary Hospitality Management, 28(1), pp.36–67.
Barrows, C.W. & Powers, T. (2009). Introduction to Management in the Hospitality Industry. 9th ed. Wiley.
Boella, M. & Goss-Turner, S. (2013). Human Resource Management in the Hospitality Industry. 9th ed. Routledge.
Wood, R.C. (2013). Key Concepts in Hospitality Management. Sage.

image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




