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The ibis Hotel Bradford Shipley, part of the well-known Accor group, runs a smooth and effective Food and Beverage (F&B) department to provide top-notch service and budget friendly. This department handles a busy breakfast service for over 120 guests daily, operates a bar open around the clock, and offers a few à la carte dining choices. The F&B team focuses on being cost-effective, sustainable, and ensuring guests are happy, using smart practices like pre-portioned condiments and just-in-time inventory. These methods reflect Ibis’s dedication to delivering consistent and value-oriented hospitality experiences (Accor Group, 2024).

This placement was a fantastic chance to put the theories I learned in university into practice, connecting what I studied with real-life situations. The main goal of this reflective log is to take a deep dive into my experiences, assess the skills and knowledge I picked up, and look at how organisational challenges affected the department's performance. I’ll use Gibbs’ Reflective Cycle (1988) to guide my reflections, focusing on important themes like operational efficiency, staff management, and guest service standards (Gibbs, 2024).












Learning Goals:  
1. Recognise management techniques to uphold service quality in mid-sized hospitality settings.  
2. Use operational theories, like lean principles, to tackle real-life challenges.  
3. Analyse the impact of employee turnover on service quality.  
4. Develop skills in intercultural communication and handling conflicts.  

Shadowing the F&B supervisor entailed overseeing breakfast service, addressing guest complaints, and managing inventory. During a busy Saturday shift with 90% occupancy, I encountered challenges in coordinating the kitchen and front-of-house teams, which resulted in delays in table turnover. Initially, I felt a sense of overwhelmed due to the pressure of balancing efficiency with guest satisfaction.

She utilised a task prioritisation matrix (Covey, 2020) to assign roles, such as designating one staff member to clear tables while another focused on replenishing coffee stations. This approach highlighted the significance of situational leadership. My previous experience as a café server allowed me to adapt swiftly, yet this placement enhanced my comprehension of lean principles. For instance, implementing pre-portioned condiments led to a 15% reduction in waste, which aligned with Ibis’s objectives for cost efficiency (James, Jones, and Daniel 2023).

A disagreement arose between the kitchen and service personnel regarding delayed orders, which challenged my emotional intelligence. (Jonesberg, 2017) By employing the LARA model (Listen, Acknowledge, Respond, Act), I could mediate a solution by suggesting a 5-minute “check-in” system between the teams. This strategy was informed by Fisher and Ury’s Interest-Based Bargaining (1981), highlighting the importance of collaborative problem-solving rather than engaging in positional disputes.

A key part of the food and beverage operation was sticking to Hazard Analysis Critical Control Point (HACCP) guidelines. During a regular audit, I found a refrigerator holding dairy products at 8°C, which was above the safe limit of 5°C. This issue posed a risk for bacterial growth and could lead to guest illness, emphasising how important it is to keep a close eye on food safety. I reported the problem to the supervisor and adjusted the equipment, which helped us avoid a hygiene issue that could have ruined the hotel’s reputation. This situation highlighted the struggle between working quickly during busy breakfast hours and following safety protocols, a typical challenge in budget hotels where staffing is often limited to save money (HACCP, 2015).

The department also embraced lean principles, showcasing its dedication to efficiency. For instance, using pre-portioned condiments cut waste by 15%, which supported ibis’s sustainability efforts. However, this method risked disappointing guests who were used to having unlimited condiments at higher-end hotels (James, Jones, and Daniel 2023). This dilemma illustrates the ongoing industry discussion about finding the right balance between operational efficiency and guest satisfaction. While lean practices helped reduce waste, they also required thorough staff training to ensure everything was done consistently—a tough task in a high turnover setting (Hu, F. et al. 2019).

While I was on my placement, I faced some communication hurdles within a diverse Food and Beverage team. To tackle this, I rolled out visual checklists, which helped cut down setup mistakes by 25%. I noticed some pushback from senior staff, which pointed to some hierarchical issues. To resolve conflicts, I introduced a quick 5-minute “check-in” system that slashed order delays by 40%. Still, there were ongoing problems like inadequate cross-training, which drove home Herzberg’s idea that fixing fundamental workplace conditions is crucial before we can focus on motivation.




Visual aids and structured communication have enhanced operational efficiency; however, resistance to change and training deficiencies have highlighted the necessity for comprehensive solutions. This experience has illustrated that effectively addressing cultural diversity and workplace conflicts necessitates a careful balance between practical approaches and an understanding of organisational dynamics and theoretical frameworks. In the future, I intend to promote cross-training initiatives that cultivate empathy and collaboration, ensuring that both hygiene factors and motivators are given due consideration (Hall, Edward, 2020). 

Utilising the SERVQUAL model, I tackled reliability issues, such as slow toast service, by implementing a ticketing system that successfully reduced wait times by 20%. Nevertheless, guests perceived the system as impersonal, which conflicted with Ibis’s commitment to a “friendly” brand image (Kwortnik, 2008). Furthermore, while just-in-time inventory practices minimised waste, they also exposed us to risks associated with supply chain disruptions, such as delays in dairy deliveries, underscoring the importance of maintaining buffer stocks in unpredictable environments (Slack et al., 2020).

Gaining proficiency in the POS system accelerated transaction processes but limited our ability to resolve issues manually during system outages. Although emotional intelligence played a crucial role in addressing guest concerns, instances of overcompensation, such as offering excessive discounts, placed a strain on our budget. This experience has taught me the importance of balancing automation with flexibility and aligning soft skills with organisational constraints (Huang, et al. 2019).
The department was dealing with a 30% turnover rate each year, which resulted in uneven service and put a strain on team relationships. New employees frequently weren’t up to speed with Ibis’s “10-Minute Table Reset Rule,” leading to slowdowns during the busy breakfast hours (Slåtten, and Mehmetoglu, 2011).


Herzberg’s Motivation-Hygiene Theory from 1966 points out that bad training and erratic schedules can hurt morale, and when there’s not much room for career advancement, it makes people less committed, leading to higher turnover in budget hotels. To tackle this issue, I suggested implementing cross-training for more diverse roles, using microlearning modules to help with retention, and starting a peer mentorship program to boost skills and confidence (Taylor, and Francis, 2019).



















Conclusion: 
This analysis highlights the strong connection between employee well-being and service quality in budget hospitality, where the pressure to cut costs often overshadows the importance of staff satisfaction. Herzberg’s Motivation-Hygiene Theory (1966) shows that ignoring basic hygiene factors like regular training and fair scheduling can hurt morale while missing out on motivators such as career advancement can hinder long-term loyalty. By implementing cross-training to broaden roles, microlearning for efficient skill enhancement, and peer mentorship to build confidence, the ibis’s team can create a strong workforce that balances efficiency with compassion. These approaches not only fill existing gaps but also align with recent studies, proving that investing in employee development leads to better guest experiences through more engaged and skilled staff (Hu, F. et al. 2019).
I intend to establish a well-organised pilot program to evaluate these initiatives, working in conjunction with management to set timelines, distribute resources, and determine success criteria. To measure the effects of mentorship and cross-training, I will conduct quarterly staff surveys and analyse turnover rates, while waste audits will assess the effectiveness of AI-driven inventory systems. This approach, grounded in data, guarantees accountability and flexibility, illustrating that operational efficiency and employee well-being can harmoniously coexist to foster sustainable success.










Action Plan:

I've put together a step-by-step action plan to turn the insights from my placement into real results. In the short run (3–6 months), I plan to get my Level 3 Food Safety Certification and attend Accor’s “Service Excellence” workshop to boost my technical skills and improve guest service. After that, my medium-term goal (1 year) is to kick off a peer mentorship pilot programme at a local Ibis hotel, to tackle training gaps and track its effect on staff retention with quarterly surveys. Looking ahead to the long term (3–5 years), I want to push for AI-driven inventory systems (Gössling et al., 2024) to streamline stock management with predictive ordering, cutting down on waste while keeping ibis’s cost-efficiency in check. This phased plan will help me make steady progress, focusing on skill growth, team unity, and tech advancements to boost both operational success and employee satisfaction in budget hospitality (Parasuraman, Zeithaml, and Berry,1988).
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APPENDIX 1

Level 6 Hotel Placement — Weekly Progress Tracker
Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned.
Bullet points format is welcome. You must submit this document to the designated Tumitin link by [Friday 7" March 2025] at
23:59pm.

Week 1

Experiences/Tasks/Challenges/Lessons Shift Student
(outline hotel department) (Date/Time) Signature

Hotel Mentor
Signature

| shadowed the F&B supervisor during breakfast service for over 9am-1pm
120 guests. | got to see how they handled table turnover and guest
complaints. | also helped restock the buffet and set up the coffee

7.
rlpod =
station. It was hectic during the busy hours from 8:00 to 10:00 AM,
which was a bit overwhelming. | learned a lot about prioritising tasks
and using lean principles to reduce waste.

St
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Temity Saimt Davig
ggfirouugu Shift Student | Hotel Mentor
(highlight hotel department) (Date/Time) Signature | Signature
9am-1pm iR ; 4
Handied guest seating during the busy breakfast hours. Dealt with a |

| compiaint about cold food by using conflict resolution skills. Tasks

w included checking fridge temperatures for HACCP compliance.

| Faced challenges with miscommunication between the kitchen and
| front-of-house teams, which slowed down orders. Leamed to use

| the LARA confiict resolution model (Boddy, 2014) and got a better
| grasp of HACCP protocols.
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English-speaking team members. We also rolled out a ticketing
system for toast and omelets to help cut down on wait times. One of
the hurdies we faced was some pushback from senior staff
regarding the new procedures. | learned a lot about Hall's
Communication Theory, which helped in overcoming language
barmiers.

R Week 3
Experiences/Tasks/Challenges/Lessons Shift Student Hotel Mentor
(highlight hotel department) (Date/Time) Signature Signature
staff meeting where we used visual checklists to help our non- 9am-1pm
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Checked out why staff were leaving (30% annual turnover).
Observed the hiring process for two new team members. Tasks: —
Suggested starting a peer mentorship pilot program. Challenges:

i%l-gg;g.a?;g?!omg
Rule * Lessons leamed: Herzberg's Hygiene Motivators shed light
on retention problems.





image5.jpeg
University of Wales

APPENDIX 1
Trinity Saint David
5 Week 5
mxvoac:oom:»m_ﬁnsm__ozuomPowwosm Shift Student Hotel Mentor
(highlight hotel department) (Date/Time) Signature Signature
Teamed up on a project to cut down on waste by using pre-portioned 9am-2pm S
condiments. My role involved running a debrief after the busy 5 pm -9 pm
service period, applying Deming’s PDCA Cycle. We faced some
h

urdles, like a tight budget for training our staff.

One takeaway was
that microleaming can be a budget-friendly way to train.

%&
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flexible and adapting to the moment.

¥ g Week 6 1

Experiences/Tasks/Challenges/Lessons Shift Student | Hotel Mentor
(highlight hotel department) (Date/Time) Signature Signature
9am-2pm § ST

Inventory system proposal: Tasks included pairing up peer mentors 5 pm -9 pm

and gathering their first impressions. Challenges faced were finding PR

the right balance between keeping costs down and ensuring staff Lok 4

happiness. Key takeaway: situational leadership is all about being i »





