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Introduction

Ibis Nottingham Centre hotel’s food and beverage operations consist of a restaurant, providing breakfast service, and a bar which is open around the clock. In the restaurant, breakfast runs from 6:30 AM to 10 AM on the typical day, and usually in a buffet-style service. The breakfast consists of warm and cold food, patisserie options, and even coffee and juices for all guests to pick from. At the bar, which is open 24 hours, guests are still able to order food such as pizza, pasta, and dessert options, alongside the usual alcoholic drinks and non-alcoholic drinks like juice, coffee, tea, and others. While the restaurant is focused more on the breakfast service with the most food being available in the morning, the hotel balances out its services with a 24-hour open bar that allows guests to request food to be made at that time, making it fresh and customised to the guests’ needs.

Main Body

          The Ibis Nottingham Centre hotel is a fluid work environment, with a constant-changing pace that employees must quickly adapt to in order to keep up with guest intake rates and other important customers. Hence, a lot of planning and strategies go into day-to-day operations, with either cutting down on multi-tasking by setting different roles to team members or improving the team internally through theoretical frameworks that identify and eliminate any threats or weaknesses. 
         During my placement shifts at Ibis hotel, I witnessed the use of theoretical frameworks and models like SWOT, Maslow’s Hierarchy of Needs and Herzberg’s two-factory theory. During one of my placement shifts, working at the bar and sometimes at the restaurant, SWOT-like analyses were done during briefings to inform us on how to easily identify strengths of the team, any weaknesses, any areas of improvement for either the whole team or each of us, and also any threats we may face from external factors like guests or unexpected events. 
           At the restaurant and bar at Ibis Nottingham Centre hotel, I also learned how important it is to meet guests’ needs, especially considering every potential external factor that influences customer and guest behaviour, some of which are included in Maslow’s hierarchy of needs theory, like safety and security, physiological needs and self-esteem. This would mean we provide them with a safe place to stay, provide them with necessary amenities, and be as welcoming as possible to all (Maslow and Lewis, 1987; Sofi, et al., 2025).
          This is important to note because when I am working at the bar, I need to keep in mind that I am responsible for the individuals I am serving and that I should make decisions for their safety like stopping anymore alcohol orders if they get too drunk and make sure they get to their room safely by contacting a colleague. In comparison with my prior placement at the front office of Premier Inn, there is a significant difference in responsibility as I was not handling any food or beverages, and instead just doing usual admin work such as checking people in, responding to emails, and ensuring I represent the hotel in the best manner possible.
       Working at the restaurant, I managed to experience first-hand how teamwork is a key factor in providing the best customer service possible. Due to the fast-paced buffet-style service provided by the restaurant at the hotel, every member of staff had their own role and was responsible for their section, ensuring food is restocked, cooked, and dished out into trays for the guests (Phuong and Huy, 2022). This links to Belbin’s Team Role Theory, proving that having a balanced team with different sets of skills and responsibilities matters in a team-based environment, allowing for higher performance and better efficiency (Belbin, 2004). 
        In comparison with my prior placement at Premier Inn, being primarily focused around the front office, teamwork was not the biggest priority, which is why it is more enlightening to have a better experience and understanding of the impact of good teamwork and effective management. This specifically links back to my classroom studies within the Res.
      Throughout my shifts, I managed to talk with supervisors and managers, which were easily available at the time, and gathered sufficient information to find out that they make their tasks easier to complete by using thought processes and plans similar to the human relations theory. This theory was employed to prioritise employee productivity through motivational speeches and briefings, checking in on employees regularly, and making every individual feel part of a family almost (Omolawal, 2021). This was explained to suggest it helps managerial staff significantly if they have a motivated and satisfied team to lessen their workload and maintain efficiency.
      By utilising theoretical frameworks and models in a hospitality-based business, there can be significant benefits towards both guests and staff. A benefit of this would be improved service quality, allowing staff to deliver more consistent service and create a better connection with guests through conversation at the bar or through providing them with a more personalised service. However, one prominent drawback may also include over-standardisation. 
      This means that the hospitality services and guest interaction will seem more scripted and significantly reduce employee creativity. This is already an issue which I have experienced myself at the bar in ibis hotel and front office in Premier Inn, with scripted or guided greetings to be repetitive and restrict any actual flexibility to effectively engage with the guest as we would want to.
        In my personal opinion, there is still a considerable amount of improvement in my case as an employee within the hospitality industry. Specifically, although I may possess adequate skills in relation to customer service and guidance, I am still lacking on important practical skills such as mixing alcohol for cocktails, cooking food to a high standard and quality, and leading a team by myself without proper guidance. 
       I believe that by improving these skills, I could become a more valuable team member, being able to contribute a significant amount of assistance and knowledge to any problem we may come across (Tian and Hebron, 2024). As an example, while working at the bar, if I am knowledgeable on cocktail recipes, I can easily prepare the drink for any customer without having to make them wait by asking a colleague for help or checking over the recipe guides, helping to boost customer satisfaction significantly (Vasconcelos, et al., 2024).



Conclusion

        To summarise, the food and beverage department is a crucial component of the hospitality and hotel industry, able to influence guest behaviours and create the first impressions for anyone visiting the business. For Ibis hotel, the use of different models and theories like Maslow’s hierarchy of needs and use of SWOT-like analyses provide further support to its operations by helping with decision-making and planning.
        However, using models and theories step-by-step in a hospitality environment is likely to create negative impacts on guest interactions as it restricts employee flexibility. Hence, it would be highly recommended to implement safeguards or alternative models and methods of interacting with hotel guests, to provide a different and more fluid perspective to handling conflict, task management, and maintaining a good team environment. It would also be good for hospitality businesses to rely less on theories and leave the basics like greeting guests and talking with guests to individual thought processes, to allow for flexibility and freedom to empathise and make guests feel more comfortable.
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