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[bookmark: _Toc198575927]Introduction
I was placed at the Novotel London Paddington hotel, where I gained firsthand experience in the Food and Beverage (F&B) department. This hotel has a varied contemporary restaurant that serves international cuisine, a stylish bar with an enormous range of light snacks and beverages and a 24-hour room service for all guests. This operation enabled me to engage with diverse aspects of hospitality management and service, accounting for below main learning objectives:
· To develop a stronger awareness of communication and customer service skills
· To understand the managerial and operational structure of the F&B department better
· To apply theories in real-life business practice
[bookmark: _Toc198575928]Section 1: Role Reflection
To reflect on my role in the food and beverage placement at Novotel London Paddington, I would use the Gibbs model. Gibbs' model of reflection offers a structured framework through six stages, like description, feelings, evaluation, analysis, conclusion, and action plan (Praveena et al. 2025).
Description
During my placement as a F&B Assistant within the Novotel Paddington hotel, my duties were to welcome and help guests with seating, taking orders, serving, resetting tables, and ensuring cleanliness while supporting the setup of dinner/breakfast service. A F&B Assistant must be skilled enough to communicate with the entire kitchen team and respond to customer feedback while resolving any guest issues (Rachman and Hapsari, 2024). I was also charged with these duties. Although I did not hold any supervisory role, I had the chance to observe all relevant supervisory decision-making, especially how one manages during peak hour.
Feelings
I was, however, confident in my ability to communicate with clients and maintain proper service standards. However, there was some nervousness working in me during the peak hours when the team was understaffed and when duties overlapped. I somehow felt more comfortable and inspired by the leadership skills of the supervisors I worked with and thus became aware of the significance of adaptability and clarity in leading a successful shift.
Evaluation
I witnessed a positive experience, and this was during a busy breakfast shift when the supervisor showed his strong delegation skills. Roles must be assigned properly as per individual strengths to avoid confusion later (Maslach and Leiter, 2022). By assigning roles based on each member's strengths, the shift ran so smoothly, and the guest satisfaction was also high. This showcased situational leadership theory, where effective leaders should adapt their style to each situation (Funk, 2022). This aligns with that of our supervisor, who adapted his leadership style based on team maturity. Moreover, we also witnessed another situation where the absence of leadership of another supervisor during the nighttime led to order delays and confusion, leading to guest complaints. He completely failed to communicate efficiently or offer any clear instructions, and this showcased the negative implications of poor leadership.
Analysis
Effective supervision requires leadership, communication, adaptability, and critical thinking skills (Griffiths and Warren, 2021). Under Kurt Lewin's Leadership Styles Theory, I observed how superiors having democratic leadership styles tend to be more successful as they aim to encourage input and enhance team morale. I recognised strengths in my customer problem-solving and people skills, but I think my weaknesses lie in assertiveness and quick decision-making under pressure. These are some limitations that illustrate the vitality of confidence and leadership presence in dynamic industries like hospitality.
Conclusion
Thus, this placement offered meaningful exposure to various leadership practices and has been a lifelong experience for me to understand which approaches I must undertake to have an impactful career in this industry.
Action Plan
To improve, I will:
· Attend leadership and assertiveness workshops.
· Request mentoring from experienced supervisors.
· Volunteer to lead small tasks or shift briefings.
· Reflect and evaluate my progress and set future learning goals.
[bookmark: _Toc198575929]Section 2: Development Journey
My placement at Novotel London Paddington, a midscale branded hotel, has provided me with an ample, structured, and professional environment as compared to my placement in the Level 4 F&B department in a small, independent budget hotel. The main difference between these experiences was the scale and standard of operations. At Level 4, I had a basic and generalist role with a limited exposure to departmental structure for the hotel operated with minimal employees and clearly lacked properly defined service protocols. However, in contrast, Novotel follows strict brand standards like proper staff training, hygiene process and quality assurance systems (Bardukova, 2023). All of these gave me a lifelong opportunity to observe a formal hierarchy and understand the professional expectations of branded hotels. Using Kolb's Experiential Learning Theory, I could reflect on these contrasting experiences through concrete experience, reflective observation, abstract conceptualisation, and active experimentation. For example, after observing and assisting in a huge breakfast buffet service at Novotel, it was beneficial to me as I could apply theoretical knowledge from my Level 4 F&B Operations module, like the vitality of mise-en-place, guest engagement and standard operating procedures. In contrast to my previous placement, where service was somehow inconsistent, Novotel's operations enabled me to see the value of professionalism and consistency in customer satisfaction. Without consistency in service, companies might struggle to keep pace with customer expectations, thus losing their trust (Anderson, 2025). 
Furthermore, the Sustainable Hospitality & Tourism Management Module of Level 5 was another insightful journey that made me even more aware of the vitality of sustainability in regular hotel operations. I could properly connect the Triple Bottom Line (TBL) theory and its people, planet, and profit dimensions to the efforts Novotel undertakes in energy conservation and waste management practices. I noticed their reduced use of single-use plastics and digital ordering systems for cutting down on paper waste. It is reported that the global hotel industry generates around 150 million tonnes of single-use plastic every year (SHN, 2024). While my Level 4 placement lacked any proper sustainable measures, Novotel leverages sustainability within its main practices and seems to be a more responsible brand. This journey from Level 4 to 5 marked growth in my awareness of sustainable practices, teamwork, and continuous improvement to deliver better service delivery.
[bookmark: _Toc198575930]Section 3: Service Improvement Proposal
I observed that the guest service speed in breakfast hours was one area that required some improvement. This is a critical period because of high guest volume and tight schedules for business travellers (Barai, 2024). During this period, I could observe some delays in clearing tables, taking orders, mismatching orders, and replenishing buffet items. These are some inefficiencies that lead to guest complaints and dissatisfaction quite often. After conversing with my colleagues, many of them expressed that understaffing, limited cross-training and lack of clear delegating of tasks led to such issues. Considering the lean service theory focusing on eliminating waste and enhancing service flow, I intend to propose a plan that might lead to better operational efficiency without compromising service quality. The SERVQUAL model also states that reliability and responsiveness are the main dimensions of service quality (Sugiarto and Octaviana, 2021). Delaying both breakfast times might reduce both, leading to a negative impact on customer satisfaction. Based on this, staff must be trained in various functions like cleaning, taking orders or replenishment for creating flexibility and reducing response time. This matches with Herzberg's two-factor theory as it would increase employee motivation by providing meaningful and multiple tasks. A 5-minute briefing session in the morning before service might help assign roles clearly, thus supporting better team coordination and task clarity. To meet their service standards, technical knowledge on food safety, allergen protocols and system operations like POS usage may be refreshed monthly. Performance might be monitored via consumer reviews, manager observations and service timing metrics.
[bookmark: _Toc198575931]Conclusion
Thus, this placement has provided me with significant lessons on structured and professional operations in a branded F&B setting. I have developed several supervisory skills that have enhanced my knowledge of sustainability and service quality. I met the learning objectives like enhanced knowledge on teamwork, communication, customer service skills and operational efficiency.
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