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Novotel Ipswich Centre is a 4-star business and leisure hotel located in the centre of Suffolk, UK. It has a variety of clients rather than a specific one comprising corporate travellers, families, and visiting football clubs. The Food and Beverage (F&B) department serves breakfast buffets quarterly, a-la-carte meals, room services, and catering of events of meetings with personal functions. The restaurant concurs with the concept of Novotel Eat well, feel good that provides balanced menus that are regulated by both sustainability and allergens laws by the Food Standards Agency (Food.gov.uk, 2025). The operation combines food production with food service by means of a team of supervisors like Tony, Denise, and Geoff that have the responsibility of organising front and back-of-house operations to ascertain efficiency and client contentment (Anon, 2010). This report is a critical analysis of application of theoretical framework in service operations management and sustainability in the F&B operation with emphasis on breakfast service and event catering as learnt during the previous modules. 
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Figure 1: Novotel Ipswich Centre 
(Source: Accor, 2025)
The experience of serving in the breakfast department of Novotel Ipswich showed the way that the concepts presented in the textbooks related to Service Operations Management can be applied (Johnston et al., 2012). The department uses the service blueprinting model, which visually charts the interactions of the guests and the backstage process to determine the gaps in services. The fact that Tony, a senior F&B supervisor, showed that this model is incorporated into day-to-day activities was eye-opening, as he orchestrated mise-end-place, guest greeting, and replenishment schedules to minimise variations in service. Johnston et al., (2012) affirmed that the entire effect of consistent service design is the reduction of service failure points. The high-occupancy morning when the Ipswich Town football team is staying makes the proactive queue management and the rota-based system of allocation adopted by Tony the lean service operations. This allows Tony to provide throughput to avoid quality. Such a strategy is consistent and the effectiveness of service flow will result in a more favourable attitude of a customer towards quality and reliability (Walker, 2021). 
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The sustainability practices during placement are relevant to theories discussed in the Sustainability in Hospitality module. Novotel Ipswich enforces sustainable sourcing policies, which is in line with the globally recognisable Planet 21 system by Accor, facilitating the implementation of local procurement and lessening of the waste (Accor, 2025). The head of the breakfast shift, Denise, controls the monitoring of food waste with the help of electronic monitoring. As stated by Dias (2024), on technological innovation in sustainable tourism whereby data-driven monitoring enhances accountability. Even with the effort, portion control in the buffet tended to result in too much leftover, which is contrary to the process-based advice on food safety and waste minimization (Andersen et al., 2023). From a theoretical perspective, this indicates a biased implementation of Total Quality Management (TQM), where improvement is critical to maintain the results. This gap could be bridged with the introduction of predictive ordering with the use of occupancy data.
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Figure 2: TBL Framework 
(Source: Self-made) 
The application of the principles of the Triple Bottom Line (TBL) like economic, social, and environmental sustainability could be observed both in local sourcing but less in energy conservation. Drink coolers and display heaters were on even when no one was in the premises, which was symptomatic of incompetence. Sustainability should not be considered as an exclusive of profitability but it should be implemented in everyday decisions (Rutherford and O’Fallon, 2007). A performance through an energy-saving program with the assistance of staff engagement would enhance the performance and decrease the operational expenses in the range of 10-15%, which meets the sectoral levels reported by The Caterer in 2025. 
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Figure 3: SERVQUAL Framework 
(Source: Cousins and Weekes, 2020) 
I discussed with Geoff, the supervisor of banqueting regarding how the event management can be elaborated to the Service Quality (SERVQUAL) model. There are 5 dimensions of SERVQUAL namely tangibles, reliability, responsiveness, assurance, and empathy that were attained or not attained in varying degrees. For illustration, the quality of setup during the corporate meetings was the same (tangibles and reliability), but the responsiveness was lacking in the case of technical failures, including audiovisual failures. Geoff explained it by the lack of proper cross-departmental communication that is the weakness of service coordination (Wood, 2013). The review indicates that the hotel has a potential of enhancing its training procedures with the Gaps Model of Service Quality, which determines the gap in the way the management views and the actual service delivery. The introduction of post-event debriefing may be the solution to closing this divide and becoming more responsive (Cousins and Weekes, 2020). 
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Considering my development since Level 4, the placement enhanced my knowledge of supervisory duties and work additional to the functional team. First, I defined the F&B operations as the task-centred operations, but when I noticed the role of Tony, I noticed how strategic the use of human resources and design of the workflow is. Hagg (2013) denoted that experiential learning promotes adaptive competence, in which students cease to perform tasks by rote and start engaging in reflection to improve performance. My personal experience as a direct communication with the guests and loyalty members through room service demonstrated how important personalised service and brand recognition is, which mainly supports the idea of service recovery as a marketing instrument (Walker, 2021).
Concerning self-management, using the reflective cycle on self-management as developed by Gibbs helped me to understand how the service experiences high-pressure-induced emotional responses. In case of a breakfast rush with the football team, communication breakdown came up because of initial stress. Reflection encouraged me to use problem-solving skills in delegation of replenishment tasks, simplification of coffee service and performance greatly improved. As mentioned by Fanthorne (2004), success or failure of placement learning is dependent on the power of resilience and autonomous reflective learning. 
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Regardless of the positive operation strengths, there were various severe deficiencies. First, compliance with health and safety was high (temperature checks of the food and labels of allergens, but the operational aspect of Hazard Analysis and Critical Control Points (HACCP) did not focus on the systematic staff consciousness. According to Andersen et al., (2023), to have sustainable food safety, the training and monitoring should be carried out across the shifts. Secondly, it did not make use of digital record-keeping, which restricts the ability to make decisions based on data. The adoption of both POS-analytics systems would be advantageous in terms of accuracy of forecasts and control as well as inventory, increasing the bottom line of a company.
Another weakness is the weak motivation of employees. Rutherford and O’Fallon (2007) opined that good F&B management is based on transformational leadership that enables employees to innovate. It was found that transactional leadership patterns included the cases of staff following the routine without feedback loops. The implementation of recognition-based incentives may increase the interaction and lower turnover.
The positioning pointed at the conflict between the speed of service and communication with a guest. Empathy was defeated by efficiency when the theoretical concept of Moments of Truth was compromised. Emotional intelligence training may assist employees to balance between productiveness and personalised treatment (Cousins and Weekes, 2020).
The sustainability policy though apparent did not have quantifiable key performance indicators (KPIs). Operationalising the TBL model with quantifiable outcomes (e.g. reducing food-wasting by 20% a year or decreasing using 5% more energy) would be evidence-based management (Dias, 2024).
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Placement in Novotel Ipswich gave a viable insight into how service operations and sustainability theoretical knowledge could be applied to practice in the F&B segment. The process made me realise the relevance of the systematic design of processes, sustainability, and reflective leadership. It was found that though Novotel has high levels of procedural control, customer satisfaction, there are areas of waste management, energy efficiency, and cross-departmental communications gaps. The solution to these bridges necessitates incessant enhancement tools, built on TQM, data analytics, and transformational leadership. The placement helped me in developing critical reasoning, flexibility, and confidence in supervisory roles. This reflection proves that when academic learning is critically applied, it enhances not only the level of professional competence, but also the level of operational performance that experiential placements contribute to sustainable career preparedness in hospitality management. 
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Learning Objectives with Achievement 
	Learning Objectives
	Achievement

	Enhance operational efficiency during breakfast service through effective task coordination and guest interaction
	Achieved
As a part of the supervisory methods of Tony, I learned how to organise the rotation of the table, refilling of the stock as well as communication with the guest. The pre-service briefings received lead to reduced bottlenecks since peak mornings of football-teams were realised. This experiment confirmed the concept that sequencing of workflow structures reduces service variabilities. My operational consciousness and belief in decision-making were enhanced. 

	Develop understanding of sustainable food and beverage practices and apply them in daily operations
	Partly Achieved 
I participated with the Planet 21 plan of Novotel under the guidance of Denise, and the monitoring of food-waste was involved. Discrepancies between buffet waste and energy monitoring were used to demonstrate the weaknesses in the practical sustainability integration. Basing my reflection upon Gibbs model, I suggested predictive portion control and energy audit introduction. This reflects the fact that sustainability theories were translated partially into practise with good prospects of improvement. 

	Strengthen leadership, communication, and teamwork in event and meeting setups
	Fully Achieved
Being with Geoff in the corporate and birthday arrangements also enhanced my coordination, flexibility, and time management. The implementation of principles of transformational leadership helped me to inspire other peers and predict service demand. 


(Source: Self-made) 
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