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Introduction
I completed my Level 6 internship for 10 weeks at the Best Western White House hotel in Watford, a centrally located hotel known for its good services and quality facilities offered to guests. It only offers a buffet breakfast service between 7:00 and 10:00 AM. For lunch or dinner, guests can eat at nearby restaurants or order through food delivery providers. This is a transparent strategy by which guests are informed from the moment of booking about the available options and the limited nature of the hotel's food service (Cranage & Sujan, 2004). From the beginning I understood that hands-on experience is very important for my future career, so I focused more on opportunities to participate in activities and interact with the public, as Haag also suggests in Work Placements Step by Step (Haag, 2012).

My learning objectives were:
· understanding the operating model of the Food & Beverage department in a small hotel.
· developing practical management skills, and adaptability in unforeseen situations.
· analysing hotel’s management of supply and food waste
Section 1: Reflection on the Role
My role was to assist with breakfast service and provide support in related operations, such as managing dishes and cutlery, especially on busier than usual days. The responsibility for these activities is high, even if the hotel only offers breakfast (Leite-Pereira, Brandão & Costa, 2022). Working closely with the kitchen and restaurant staff allowed me to observe and understand the responsibilities and managerial decisions involved.
Management of resources
Having a small kitchen means that either a buffet is prepared or fresh dishes (for smaller groups, under 10 people), which, together with a carefully managed supply (longer-lasting products are bought weekly, while perishables almost daily), reduces food waste (Legrand, Chen & Laeis, 2022).
Reflection on Skills Needed for Supervision
The following skills help an effective supervision:
· Participative leadership (Huang et al., 2009): The GM (General Manager) was often directly involved in ground operations motivating the team.
· Clear communication and anticipation (Meyer et al., 2016): informing guests about the service options prepares them for the breakfast-only service. 
· Adaptability and problem-solving (Wang and Wang, 2009): Serving large groups requires rapid reorganization, additional staff, and efficient allocation of time and resources.
· Resource management (Lakshmi and Shanthini, 2024): Especially needed in the kitchen and procurement, to avoid food waste and keep costs under control.
Real-life Examples from Practice
A relevant example was serving a group of 60 people. The capacity being of 30 seats, guests were divided into two sittings, clearly communicated to avoid confusion. Given the hotel's limited storage space for dishes, I was asked to help wash them, and the GM was actively involved in organizing the space for a cultural event that followed immediately after breakfast. In less than half an hour, the restaurant was ready for the next event. This experience emphasised the importance of teamwork, participative leadership, and good planning in operations management.
Section 2: Development Path
Reflection Model (Gibbs Reflective Cycle)
To better understand the experience, I chose to apply the Gibbs reflection model (Gibbs, 1988). Besides helping me objectively examine my experiences, this framework helps me identify concrete steps for future improvement. It involves six stages:
 Description: I carried out the internship for 10 weeks at the Best Western White House hotel, in a small operational environment, with exclusive focus on breakfast. I was actively involved the operational and managerial activities.
 Feelings: Initially I felt slightly insecure because they didn’t serve lunch and dinner. However, I was positively surprised by the intensity of daily activities and the responsibilities offered to me. The GM's involvement showed me the value of authentic leadership, as pointed out by Clark, Hartline & Jones (2008).
 Evaluation: Positive aspects included effective teamwork, waste avoidance, and efficient resource management. Limited space, communication during periods of pressure, and the lack of a digitized inventory management system, which can lead to resource waste and guest dissatisfaction (Ip et al, 2011), were challenging.
 Analysis: The experience showed the importance of adaptability in a resource-limited environment, emphasising principles from previous modules, such as sustainability (Meeroff, 2020) and loss control (Patel and Guedes, 2017), and I realized that success in a small hotel is not based on complexity, but on efficient organization and active team involvement (Avcikurt, Altay & Ilban, 2010). 
Conclusions: My strengths are organization and the ability to remain calm and focused on stressful situations. However, I need to work on confidence in making quick decisions and effective communication in unforeseen situations.
Action plan: Participation in leadership and time management courses ; strong leadership and efficient time management are paramount in the dynamic and often demanding environment of hotel operations (Barrows, 2016). Practicing quick decision-making through practical simulations ; the ability to make quick, sound decisions is critical for maintaining service standards and mitigating potential disruptions in an industry that frequently presents unforeseen challenges, from staffing issues to guest complaints or operational emergencies (Clark, Hartline and Jones, 2008). Improving interpersonal and intercultural communication skills ; the global nature of the hotel industry means interacting with a diverse range of guests and colleagues from various cultural backgrounds, and effective interpersonal and intercultural communication are both vital for a successful career in hotel management (Grobelna, 2015).
Section 3: Improvement Proposal
The hotel's small kitchen limits its revenue and guest experience. By outsourcing lunch and dinner options to local takeaways, the hotel wastes an opportunity for guest satisfaction. Recent research highlights that full-service hotels gain more profit and brand recognition when they actively develop F&B options (Mun, Park and Woo, 2022). Also, as noted by Walker (2009), ancillary services are a growing profit driver in the mid-scale hotel sector.
Using a more sophisticated strategy, like partnering with local restaurants to offer an exclusive "room service" menu could provide a new revenue stream and brand alignment, turning a limitation into a curated benefit. 
Justification
By applying the so-called “asset-light” logic (Dev, 2002), the hotel could offer a restaurant portfolio at little cost, without building a full-service kitchen which requires significant investment. The current practice often results in inconsistent food quality, late deliveries, and other issues. A curated menu can improve the guest experience (Line & Hanks, 2019). At 67 rooms, a 10-15% commission on each order can exceed £15 000 annual net contribution – without payroll additions (Ivanov and Zhechev, 2012). Sourcing from nearby independents appeals to millennial and Gen-Z travellers who value local authenticity and shorter supply chains (Font and McCabe, 2017).
Three-Step Action Plan
 Step 1 – Select & Contract the Right Partners (Month 1). Define culinary gaps (e.g., premium burgers + plant-based Asian), short-list 4–5 restaurants that score ≥4.5 on Google/TripAdvisor and can deliver within 15 min, including on Friday/Saturday peak hours, negotiate an exclusive “Best Western White House Menu”, a 30-min max delivery window, a 10–15 % commission, and joint quality audits.
 Step 2 – Integrate Operations & Pilot (Month 2). Co-create a focused menu of 8–10 dishes that sell well ; the exclusive retail prices should include the hotel’s commission. It is imperative the setting up of and ordering workflow: guest QR code to web app to restaurant tablet to hotel WhatsApp group (or other agreed app) for confirmation ; payments should be charged to room via PMS. Training of front-desk and night staff is necessary, together with the running of a two-week soft pilot on certain rooms, gathering feedback on quality and delivery-time.
 Step 3 – Launch, Promote & Monitor (Month 3 onward). Full-scale launch with in-room order QR codes cards, pre-arrival email, and Instagram reels featuring the new service. Track KPIs weekly: order volume, average check, delivery time, guest satisfaction, commission earned. Quarterly review with partners to rotate seasonal dishes, address issues, and renegotiate terms, if volume milestones are hit. 
By following these three steps, the hotel converts a structural limitation (no lunch/dinner kitchen) into a curated amenity that drives revenue, differentiates the brand, and enhances the overall guest stay.
Conclusion
Practicing placement at the Best Western White House, I understood how a small hotel can offer quality services, with careful resource management and the involvement of all team members, including senior management. I managed to achieve my proposed objectives and develop valuable practical skills, as well as reflect on how leadership and organization can make a difference in hospitality.
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