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Reflective Analysis of Food & Beverage Operations at Ibis Stratford Hotel
Introduction 
When starting my placement at Ibis London Stratford, I was unsure of what to expect. I felt both nervous and curious as I began. The hotel is a small two-star property in East London; not luxurious or modern, but rather pleasant and homely. It has 108 rooms, a nice little bar and a simple all day menu. Every morning we served the full English breakfast, it often became busy, yet remained and enjoyable part of the day. I worked mainly in the Food and Beverage department, and although it was small, I soon realised the importance of it for the overall experience of the guests. It became clear that guests often remembered how they were treated above other elements of their stay. I noticed how small operational details, such as maintaining food temperature or reducing waste, noticeably influenced guest perception.  I was sometimes surprised by how effective these small adjustments could be. For this reflection, I have decided to concentrate more on two events in particular, both of which struck me most, the first when the hot food did not stay warm enough during breakfast and we had to try and rectify it quite quickly. The second relates to the hotel’s association with Too Good To Go, the aim of which is to lessen food waste. Both incidents were stressful at the time, but ultimately valuable learning experiences. I have used Gibbs (1988) reflective cycle to try to think through these experiences, describing what actually happened, how I felt at the time and what I learnt from them after. I connected these reflections with concepts studied in previous model, such as Sustainability for the Hospitality Industry and Food & Beverage Operations, to show how the theory and the practice of the placement all came together.
1. Description
The first incident I experienced occurred on a particularly busy weekend morning during breakfast. I noticed that the food on the buffet was not as hot as required. It was later established that the night shift had omitted one of the temperature checks, and the handover note had not been highlighted. As a result, some guests received food that was not adequately hot, which led to several complaints. We responded quickly by replacing the dishes, reheating the items, and informing guests of a short delay.
The second instance I recall concerns the hotel’s efforts to reduce food waste through the Too Good To Go app. I observed that some colleagues were highly engaged and followed the procedure meticulously. However, others were less consistent in entering portion logs and were at times unsure about how the system worked. As a result, the outcomes varied from day to day.
I also had a brief conversation with Mariana, the F&B Manager, who explained that the hotel was accredited under the Green Key programme, which advocates for energy conservation and staff recording of food waste. Jamal, the weekend supervisor, noted that new staff are not always trained in the waste-related procedures. He believed that although most employees knew what they should be doing, there was often a lack of follow-through and documentation (personal communication, 4 October 2025).
2. Feelings
During the hot food incident, I felt apprehensive and somewhat embarrassed as part of the team responsible for the morning shift. I started to worry that guests might lose confidence in us, even though it was not my personal fault. This later turned into frustration, as the issue could likely have been avoided with proper handover notes.
It was satisfying to see the results of our action on the sustainability project. There was a sense of accomplishment in making a change and contributing to the reduction of food waste. I still felt disheartened that some team members were not following the same process or showing the same level of seriousness. These combined emotions reinforced the idea that good intentions alone are not enough.
3. Evaluation
By analysing both situations, I was able to identify several things that were done well and a number of things that needed improvement. In the case of the breakfast issue, our team was quick to respond, to implement actions and to behave professionally. We replaced cold products, reheated the necessary food and offered a sincere apology to our guests. In my opinion, this approach helped ease the situation and demonstrated to the guests that we were committed to resolving the issue.
I was also pleased with the hotel management’s decision to support the Too Good To Go project as a way to support sustainability as well as to reflect the hotel’s values, which support being eco-friendly. This management example was encouraging and pointed to the a positive organisational culture within the team.
However, some other gaps were observed, as well. The lack of a checklist for the shift handovers created a risk of information being overlooked between different shifts and, as a result, in the increased risk of making mistakes. The majority of responses to various situations were reactive rather than proactive, instead of pre-planned. The Too Good To Go process was promising but became less ineffective due to the lack of feedback and follow-up.
As a result of these two cases, I concluded that good intentions, hard work and dedication are insufficient on their own. Clear systems, clear communication and regular monitoring practices are also necessary. This helped me understand the relationship between planning and teamwork better: both are required in order to effectively manage Food and Beverage operations.
4. Analysis
Service recovery and guest satisfaction
Reflecting on the breakfast issue made me see that mistakes can occur in any hospitality setting. The key factor is how the team responds to them afterwards. We handled the issue effectively as a team: we replaced the food quickly and offered a sincere apology, but we did not explain to guests what had happened and how we were going to ensure that it did not happen again. I later read that this is an important part of service recovery, as guests appreciate honesty and reassurance just as much as speed (Lim, Saha and D, 2025; Tseng and Yong, 2025). Liu and Du (2025) also noted that when teams have strong service recovery procedures and effective training, guests tend to show greater trust in them. This made me recognise why structure and planning are as important in customer service as empathy is. Talking to Mariana and Jamal reinforced this understanding for me. Both were of the opinion that new staff sometimes did not receive sufficient training or guidance regarding shift transfers and documentation. This inconsistency helped explain the reasons for issues of this kind occurring.
Sustainability and food waste
Completing the Too Good To Go project gave me a useful insight into how the culture at a hotel can influence the sustainability performance of that site. I found that food waste remains one of the most challenging operational areas to manage, in terms of both financial and environmental impact (Filimonau and Sezerel, 2025). I believe that digital technologies can be a useful support tool, but they cannot replace the importance of day-to-day teamwork and accountability. Ally et al. (2024) also noted that such initiatives are only successful if people are trained and the process is monitored. Ibis Stratford is a site where everyone is aware of the importance of sustainability, but it is not yet second nature for everyone. The Green Key certification the hotel has provides a solid foundation, but it would be even more effective if it were embedded into everyday processes – for example, through brief reminders in a team briefing or handover. This would embed it within the hotel’s culture rather than as a standalone policy document.
Quality management and handover systems
It allowed me to consider the quality management theories I had come across so far in a more applied, practical way. For instance, both the TQM and PDCA theories place a similar emphasis on prevention, teamwork and communication over a post-mortem approach to problem-solving (Prabhu et al., 2024). I also read an article which noted that standardised and structured handover systems can significantly reduce errors (Reime at al., 2024). This also aligned with the case I observed at the hotel. On reflecting on this later, I suggested that the F&B team could benefit from a simple, standardized checklist for handovers – such as checking food storage temperatures, stock levels, and including sustainability reminders – so everyone is aligned about what needs to be reviewed each shift. This closely relates to the Food and Beverage Operations module which covers feedback and control systems and how they enhance consistency to service delivery.
How my perspective has changed since Level 4
Before starting Level 6, I viewed F&B mainly from a front-line worker’s perspective - as the smiling and serving and guest-facing side of hospitality. However, after this placement, I started to see the other side of the spectrum and came to understand that planning, leadership, and sustainability are equally important to the provision of quality service. I now feel more confident in my ability to identify and address issues as soon as they arise. This felt like a progression to my operational approach, from that of a front-line worker to one of a more systems-oriented manager.
5. Conclusion
Upon reviewing my two experiences - the Breakfast Buffet issue and the Food Waste Project - I was able to connect the importance of structure, teamwork, and clear communication to the overall success of Food and Beverage operations. The two experiences have shown me that good service recovery does not occur based on luck or improvisation, but instead is a result of being organised and prepared for many potential issues that may arise. Additionally, I realised that for sustainability to truly be successful it must become an integral part of daily routines and not just something that management talks about.
With these thoughts in mind and applying them to total quality management (TQM), and service recovery models, I was able to realise that it is the small, practical changes we make – such as clearer handover notes and consistent checklists -  that will provide greater guest satisfaction while also resulting in great environmental outcomes.
Additionally, this reflection has allowed me to connect what I have studied in courses such as Food and Beverage Operations and Sustainability for the Hospitality Industry, to the actual experience of working in hospitality. This has helped me think more strategically and given me the confidence to evaluate operations from a managerial rather than purely front-line perspective.
6. Action Plan / Recommendations
	Action
	Description
	Responsible / Timeline

	Structured Handover Checklist
	Create a checklist of all key task required before your shift starts. It will be highly useful to have one. A checklist can help you remember to take care of everything you need to and avoid forgetting anything important. In addition to taking temperatures and tracking waste, add a brief reminder about sustainability. This provides a simple yet structured way to perform tasks more effectively, with reduced likelihood of errors, by being accountable and by supporting the total quality management (TQM) concept.
	F&B Manager and Supervisor – within two weeks

	Short Handover Huddle
	At the beginning of each of your shifts, hold a five- minute handover huddle. Discuss updates, who is doing what, and make sure everyone is aligned. The 5 minute handover meeting is a good time to communicate, to build your team, and to eliminate any misunderstandings. As a result of the 5 minute hand over meeting, your guests will get better service, and you will feel more motivated.
	Shift Lead – daily

	Recovery Protocol Template
	Write a brief recovery guide for common issues that may occur while working at the restaurant such as guest complaints, delays, or equipment failure. When an issue occurs, it is easier to recover if the employee knows the recovery steps and follows the recovery procedure consistently and professionally. Employees feel more confident when they know how to recover from an issue.
	Assistant F&B Manager – within 1 week

	Waste Tracking & Audit
	Weekly, compare data from the Too Good To Go app and the kitchen waste logs to evaluate the amount of waste and determine whether there are any trends that could affect the sustainability of your business. The comparison of data creates an opportunity to develop a plan to reduce waste and meet your sustainability goals. Data-based decision making is supported by using the data from the two sources to analyse the amount of waste produced. The information obtained from analysing the data will provide an opportunity to apply some of the lessons learned in the Sustainability for the Hospitality Industry course.
	F&B Manager – ongoing (review quarterly)

	Refresher Training
	Each month, conduct a brief training session focusing on Green Key standards and effective service recovery communication. The training session will help increase awareness of the importance of adhering to the Green Key standards, maintain communication consistency, and create an environment of ongoing learning and teamwork.
	F&B Team – monthly (evaluate results twice a year)

	Feedback and Continuous Improvement Loop
	During your monthly team meetings apply the Plan-Do-Check-Act (PDCA) cycle to review your progress, obtain feedback from your team members, and discuss possible areas for improvement. Using the PDCA cycle will allow your team members to become more engaged and will ensure that any operational changes are realistic, data-based, and sustainable over time.
	F&B Manager – ongoing (review quarterly)




Appendix
Learning Objective 1: Service recovery and communication skills
In my time at Ibis Stratford, I have been given numerous opportunities to apply and enhance my service recovery skills. Any errors made by staff resulted in an apology to our guests and an immediate effort to resolve the issue quickly and practically. In addition to improved my ability to remain calm and polite while working under pressure, I also enhanced my ability to communicate clearly and positively. Due to these improvements, I feel that this goal has been fully achieved.
Learning Objective 2: Sustainability in F&B Service
I have developed my awareness of how sustainable practices are applied in the day-to-day Food & Beverage (F&B) operational activities throughout my placement. I observed them in portion size, food preparation and waste management - particularly through the application of the Green Key certification standards. Although these are everyday practices, I noticed that consistency is not always maintained (for example, in the tracking of waste). I did attempt to get my colleagues thinking about reducing waste more often. Therefore, I believe that this goal was partially met and there is considerable scope for improvement should these suggestions be implemented on a regular basis.
Learning Objective 3: Quality Management and Handovers 
Initially, I did not fully appreciate the importance of the handover process to ensure continuity of operation from one shift to another. Additionally, I did not fully understand what quality management in practice actually means. Through questioning my supervisor, discussing with colleagues and reviewing internal documentation, I gained a significant knowledge during my placement and was able to develop some of my own ideas to implement a handover checklist. As my supervisor reviewed and supported my suggestions, I consider this goal to have been fully met.
Summary
Overall, I have successfully completed all three learning objectives to a high standard. My placement has strengthened my confidence - not only in communicating with managers and guests, but also in managing stressful situations during service. The greatest change that I have experienced since completing this placement is how I view the hospitality industry. Prior to completion of this placement, I viewed my role in the F&B service as primarily carrying out a series of day-to-day tasks. However, I now view my role as being part of a larger system requiring sound planning, effective communication and shared responsibilities.
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