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Food and beverage department plays a crucial role in the hotel industry, as it is a major contributor to enhancing guest experience and overall guest satisfaction. F&B is also an important revenue factor that can help the hotel’s financial growth (LinkedIn, 2023). According to Cousins and Weekes (2020) the food and beverage menus are continuously changing as guests’ tastes are influenced by new trends. Data agency STR (2024), concludes that after room sales, F&B is the biggest revenue contributor with 20-40 percent of total revenue, but also has the highest expenses. 
As part of my academic journey, I am currently on a hotel placement at Novotel Liverpool Centre, where I am supposed to observe and learn from managers and supervisors of different departments in the hotel. Using Gibbs’ reflective model (1988) I will try to summarise my placement experience, reflect on it and evaluate if it was successful or not. Recent studies emphasise the importance of work placements to complement academic studies, as it offers better understanding of the job and creates bigger employability chances for the graduates (Crawford and Wang, 2014). According to Little and Harvey (2007), students who undergo placements admit to have developed both intelectually and personally during this experience and are more motivated in their studies. 
The Novotel Central is a 209 room, full-service hotel, in the heart of Liverpool (Accor, 2024). The hotel serves a daily breakfast buffet and is open for lunch and dinner, offering in-house and external guests a varied menu. In the well stocked hotel bar, guests can relax while having drinks and snacks. The Food and beverage manager is a young man with years of experience in bars and pubs (Accor, 2024), but it is his first time managing an F&B department in a hotel. He is a nice, outgoing person but I think he is not responsible enough considering the big responsibility he has. While on placement, it happened several times that he was supposed to be in work, but came much later, or he left early even though on his rota he was supposed to stay longer. One morning, while he was expected to be on duty at 10 AM, he did not come, and when the F&B supervisor checked the schedule, he realised that the F&B manager booked himself off on that same morning at 7 AM, without letting the team know. I do not know if he notified the general manager, or if he was asked to give a reason for his absence, but I know people were asking for him, as he was supposed to be on duty. I think this is not a good leadership example, if something would have happened that required his presence, he was not there. I would not like to work with such a manager and would feel at edge not being able to rely on him. He seems to be knowledgeable, well informed about prices, menus, forecasting sales (Green and Weaver, 2008) but I do not think he is a good leader. Many times, when staff needed help or clarifications on something, he was absent. F&B department has two supervisors, both of them are responsible for different aspects of the operation, and they seem to do a good job. The morning shift seems to be left often with no manager on duty, and that is when many issues have occurred during my placement. Breakfast is very important for in-house guests and can ruin their overall experience (LinkedIn, 2023). I can see the hotel is understaffed in the F&B department, and this has negative impact on the daily operation. One Sunday morning, while on placement in the restaurant, the receptionist on duty came to tell the F&B manager that guests are complaining to her about the lack of clean tables in the breakfast room, many items missing from the buffet, coffee machine not working properly. There were over 150 rooms with breakfast included, and other 30 people paid on the day for it, but there were only two staff members on duty and one person refilling the buffet. My previous experience in hospitality was helpful, and I offered to clear tables, while the F&B manager polished cutlery and sorted out the back of house. The receptionist offered to keep an eye on the breakfast list and mark down guests. I told the breakfast staff I will be clearing tables, and they have to clean after me and set up for the new guests. This arrangement worked very well and within half an hour, things were running smoothly, and guests had clean tables to enjoy their breakfast. I felt great to be able to help and see happy guests at the tables. This is an example of how important teamwork and inter-departmental collaboration is in hospitality (Jung, Lee & Lim, 2023), and I have learned that some people go above and beyond their duty, like the receptionist who helped us monitor the breakfast list. While I was clearing and setting up tables an elderly guest asked me what position I had in the restaurant. I explained I am only a placement student, but will do my best to try and help if she needed something. She was not happy with the breakfast situation, as they had to wait to find a clean table, and what they wanted to eat was missing from the buffet at that point, and the guy in charge of the buffet was dismissive and rude. I apologised for this situation, and inquired in the kitchen for the missing food item (freshly baked pain au chocolat). She thanked for this and said she still wanted to complain about the incident. I suggested she stopped at the front desk or make a complaint online. Later during the day, after she checked out, the guest asked to speak to the F&B manager. He noted the guests’ complaint, listened to her arguments and, after apologising for the inconvenience, he offered the guest free breakfast for their next stay. If I was the manager, I would prioritise training the staff to be more efficient, and always have a supervisor in charge for breakfast. Another incident related to staff shortage and lack of appropriate training for new starters was a guest complaint, left in a review on booking.com. The guest mentioned about the lack of knowledge in staff when she asked something about the breakfast menu. Staff had no idea what she was talking about, and when she asked if she could warm up her croissants, the staff member told her to put it through the bread toaster, even though there is a special note on the toaster prohibiting this. Reading the review made me realise that new starter F&B staff are not properly trained and shown the procedures they need to follow, nor were they given all information about the breakfast operation. From what I could see, new staff were asking older team members what to do in certain situations, where to find particular items. Knowledge sharing offers competitive advantage (Kim and Lee, 2006) and can help the hotel’s ability to meet guests’ changing demands, but lack of consistency in service can have major impact on guest satisfaction and operational success. Several other incidents occurred during my placement shifts, including miscommunication with the kitchen about the availability on the menu. This resulted in two unhappy guests in the restaurant. They booked a steak meal deal through wowcher, but staff did not double check if there were enough steaks available, and when the guests showed up for their booking, they were offered different items to choose from, and complimentary drinks for the inconvenience. 
I really enjoyed my experience in the restaurant. From this placement, and from my previous experience I know that a hotel with high-quality F&B service will have happy, returning guests and higher revenue, which are ultimately the goal of a hospitality business. Unfortunately, in my opinion, Novotel Liverpool is far from achieving this, mainly due to management faults, and lack of staffing and appropriate training to deliver exceptional customer service. The F&B manager does not seem a good leader, and is not there to manage staff and help his department succeed. 
Action plan:
· Create a basic set of rules for new starter staff for induction.
· Create templates with service standards and procedures across the F&B department to be handed out for all staff to study and sign for. This ensures consistency in service and operational success.
· Create a restaurant cleaning schedule.
· Appoint a supervisor in charge every morning.
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