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Introduction 

This reflective learning log is based on my ten-week placement at the Ibis Nottingham Centre, where I helped on the night shift at getting ready the buffet for the early shift in the Food and Beverage (F&B) Department. The hotel’s F&B operation delivers an unlimited breakfast service, offering both continental and full English options. The buffet includes hot items such as sausages, bacon, beans, scrambled eggs, hash browns, mushrooms and roasted tomatoes, alongside a variety of cold selections including ham, cheese, butter, yogurt, cereals, fresh fruits and salad fruits, and breads, sweet pastries. The hotel also provides an evening bar service but no room service.
During this placement, I gained hands-on exposure to the operational, managerial, and customer service aspects of food and beverage management within a branded hotel environment. My daily responsibilities involved breakfast preparation, replenishment, customer assistance, and ensuring compliance with food safety and hygiene regulations.
The purpose of this reflection is to evaluate how my experiences at Ibis helped me apply and critically analyse academic theory, particularly from modules such as Food and Beverage Operations and Service Operations Management. I will discuss how my understanding of service quality, communication, teamwork, and organisation has evolved since my Level 4 placement, and how this has shaped my professional development.
Main Body
Reflections on Food and Beverage Operations and Service Quality
Service quality is fundamental to the success of any hospitality operation. According to Johnston, Clark and Shulver (2012), service quality is achieved when customer expectations are met or exceeded consistently. At Ibis Nottingham Centre, the breakfast operation was designed to deliver speed, reliability, and consistency across all shifts. During my placement, I observed that efficiency was prioritised through a self-service buffet model, which helped standardise the guest experience while maintaining high throughput during peak hours.
In practice, this meant that I had to constantly monitor food levels, refill trays before they were empty, and ensure the serving area remained clean and well-presented. The “how” of service delivery—through anticipation, timing, and consistency—directly impacted guest satisfaction. For example, if trays were replenished too late, guest queues formed quickly, reducing perceived quality. This demonstrated the “why” behind operational precision: consistency in service maintains the reliability dimension of the SERVQUAL model (Johnston, Clark & Shulver, 2012).
However, I noticed that the buffet format limited personal guest interaction, affecting the “empathy” element of the SERVQUAL framework. In Level 4, I primarily associated service quality with guest-facing engagement, but I now understand that operational processes behind the scenes are equally critical. Management’s focus on standardisation, as described by Rutherford and O’Fallon (2007), ensured brand uniformity but restricted flexibility for personalisation. This contrast helped me appreciate that service quality is a balance between efficiency, cost, and guest perception.
I also recognised the impact of sustainability on service quality. Portion control, minimising food waste, and accurate forecasting of guest numbers were integral parts of the operation. This reflected the sustainable principles described by Andersen, Lelieveld and Motarjemi (2023), who emphasise balancing cost-effectiveness with environmental responsibility. By monitoring guest flow and adjusting replenishment timing, I contributed to reducing waste while maintaining food freshness and presentation standards.
Teamwork, Communication, and Organisational Skills
Throughout my placement, teamwork was crucial to ensuring a seamless breakfast service. I worked closely with Labike Shahaj, a kitchen assistant, and other team members to coordinate refills, dishwashing, and table clearing. Effective communication ensured tasks were prioritised logically—for example, notifying colleagues when certain items were running low or when the kitchen required more supplies.
According to Tuckman’s (1965) model of team development, our team operated at the performing stage, where collaboration and mutual understanding were established. Initially, during my first week, communication challenges arose as I adjusted to the fast-paced environment. However, through observation and feedback, I learned when and how to communicate concisely during service, reducing delays and maintaining workflow efficiency.
At Level 4, I viewed communication mainly as a guest-facing skill (Zhang, Balaji & Jiang, 2022). Now, I recognise that internal communication is equally vital, as it directly affects service flow and guest outcomes. For example, when I effectively communicated low stock levels early, the kitchen could respond faster, avoiding disruption during peak times. This demonstrated how organisational communication supports operational reliability.
Organisational skills were another critical area of development. Each morning, I planned and prioritised tasks such as preparing cutlery trays, monitoring buffet presentation, and managing time-sensitive tasks like cooking cycles. This aligns with Wang, Yang and Yang’s (2019) theory that time management and prioritisation improve operational efficiency and reduce stress.
A key “how and why” reflection came from observing how Ibis used a structured operational checklist to maintain consistency. Every staff member, including myself, had specific responsibilities logged at the start of the shift. Understanding the rationale behind this system—ensuring accountability and traceability—helped me appreciate the managerial value of clear structure in food and beverage operations.
Learning through Theory in Practice
My placement provided an excellent opportunity to apply theory in a real-world setting. Concepts from the Food and Beverage Operations module, such as workflow design and service layout, became tangible during service. For instance, the physical setup of the breakfast area followed a linear flow, allowing guests to move smoothly between sections. This reflected Johnston et al.’s (2012) principle that efficient service layout enhances guest satisfaction and throughput.
I also observed how the hotel managed sustainability practices through portion control, recycling, and waste segregation. These initiatives reflected Dias (2024) and Andersen et al. (2023), who emphasise sustainability as a core component of modern F&B operations. However, I identified potential improvement areas: for example, providing guests with an option to pre-book breakfast times could help manage crowding and further reduce waste.
Employee motivation was another concept I experienced first-hand. When the supervisor encouraged team input during morning briefings, staff appeared more engaged and proactive. This reflected Herzberg’s Motivation-Hygiene Theory (Walker, 2021), demonstrating that recognition and involvement improve morale and performance. The “how” and “why” here became clear—by involving employees in decision-making, management cultivates ownership, reducing turnover and enhancing consistency.
Professional and Personal Growth
This placement deepened my understanding of service quality as a system, not merely an interaction. I developed greater resilience, adaptability, and confidence in managing multiple responsibilities under pressure. I also improved my analytical thinking—identifying issues, such as slow replenishment or waste management inefficiencies, and proposing solutions.
Compared to my Level 4 understanding, I now perceive hospitality management as an interconnected process involving human, operational, and managerial dimensions. Theories from Hagg (2013) emphasise that internships are a bridge between education and industry, allowing theoretical application in real environments. This experience has strengthened both my professional competence and confidence in contributing to efficient, sustainable, and customer-focused operations.

Conclusion 
My ten-week placement in the Food and Beverage Department at Ibis Nottingham Centre provided valuable insight into the integration of theory and practice within a branded hotel environment. It allowed me to develop advanced understanding of service quality, teamwork, communication, and sustainability.
By applying frameworks such as SERVQUAL, Tuckman’s Team Model, and Herzberg’s Motivation Theory, I critically reflected on how operational systems, teamwork, and management strategies contribute to consistent service delivery. Comparing this experience with my Level 4 placement demonstrated significant professional growth—from conceptual understanding to practical application and critical evaluation.
This experience reinforced the importance of planning, adaptability, and collaboration in achieving service excellence. It also strengthened my appreciation for the operational and human factors that underpin hospitality success. Moving forward, I aim to apply these skills and insights to future managerial roles, focusing on continuous improvement, sustainable practices, and staff engagement to enhance overall guest satisfaction and organisational performance.

Appendix – Learning Objectives
Learning Objective and Achievements:
1. Develop practical skills in food and beverage service and workflow management. Achieved: I gained hands-on experience operating within the breakfast service, coordinating refills, and maintaining service flow. I learned how to prioritise tasks under time constraints and why following operational routines ensures consistency and guest satisfaction. These skills have improved my confidence in managing future F&B operations independently.
2. Enhance understanding of service quality and its relationship with customer satisfaction. Achieved: I observed that guest satisfaction relies on efficient systems and teamwork as much as direct service. Using the SERVQUAL model, I evaluated how reliability and responsiveness were achieved and why empathy can be challenging in standardised service settings. This understanding will help me design and manage service systems that balance efficiency and personalisation.
3. Apply teamwork and communication strategies effectively within a fast-paced hospitality environment.	
 Achieved: By collaborating closely with kitchen and floor teams, I learned how clear communication and mutual support ensure a smooth operation. I also understood why constructive feedback and shared responsibility are vital for productivity and morale. These insights will guide my approach to leadership and teamwork in future roles.
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