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This learning log looks back at my valuable 10 weeks Level 6 hotel placement experience at the Ibis London Stratford, a mid-scale hotel with a lively, contemporary ambience and a favourable setting. Although my main duties were in the Front-of-House and Guest Services department, this immersive experience offered me a privileged position to view and engage with the entire Food and Beverage (F&B) activities of the hotel. The ibis London Stratford usually has various F&B services that would meet various guest demands, such as daily breakfast buffet, relaxed restaurant, and bar (Fogg s) serving lunch and dinner, and a variety of take away items at the reception area. The services play a focal role in the entire guest experience, delivering convenience and comfort to leisure and business travellers. 
To achieve my initial goal, I sought to fully understand the operations flow and interdependence of departments in a high paced hotel environment i.e., how Front-of-House communicates and serves F&B operations. Secondly, I attempted to observe and critically analyse the customer service levels and problem-solving approach used in the F&B department particularly during the peak hours, to grasps the concept of best practices in guest satisfaction. Lastly, the third task was to increase and implement superior communication and adaptability skills when handling different guest needs and expectations. 
[bookmark: _Toc200749142]Section 1: Role Reflection
This section utilises Gibbs' Reflective Cycle (1988) to systematically analyse my experiences during the placement.
· Description of Role: During my placement at the ibis London Stratford, I served primarily in a Front-of-House and Guest Services support role. My key responsibilities included assisting with guest check-in and check-out processes, managing reservations, responding to general enquiries, and performing administrative tasks such as filing and data entry. A significant aspect of my role involved observing how the experienced team managed guest complaints and special requests, often requiring immediate decision-making and collaboration with various departments, including F&B, to ensure guest satisfaction.
· Feelings & Evaluation: Initially, I felt challenged by the fast-paced environment, particularly during peak hours, and the need to quickly assimilate complex hotel procedures. However, I soon found immense satisfaction in successfully resolving guest issues and contributing to smooth operations. The experience highlighted the critical importance of effective supervision in maintaining a seamless guest experience. Supervisors who demonstrated clarity, empathy, and decisive action positively impacted both team morale and guest perception (Fallon & Rutherford, 2010).
· Analysis: Effective supervision necessitates a blend of crucial skills: leadership, providing clear direction and motivation; problem-solving, identifying issues and implementing swift solutions; communication, ensuring accurate information flow; and adaptability, responding flexibly to unforeseen challenges (Wood, 2013). My strengths during this placement included strong communication skills, enabling clear guest interaction and effective relay of information to colleagues. However, a notable weakness was my initial hesitation in proactive decision-making during complex guest issues, often relying on observation rather than direct intervention when supporting the team, especially concerning F&B-related complaints where a quick decision could de-escalate a situation (Martin, 2020). 
I observed both effective and ineffective supervision. In one instance of effective supervision, a guest approached the front desk irate about a significant delay in their breakfast order from Fogg's restaurant. The supervisor calmly listened, apologised genuinely, swiftly contacted the F&B team to expedite the order, and offered a complimentary coffee while the guest waited. This direct, empathetic, and decisive action immediately de-escalated the situation, showcasing strong problem-solving and communication, preserving the guest's perception of service despite the F&B lapse. Conversely, an instance of ineffective supervision occurred when a supervisor failed to adequately brief the morning staff on an unexpected busload of early check-ins combined with a large group departing, resulting in long queues and visible stress among the reception team. 
· Conclusion & Action Plan: This consideration supports the idea that successful supervision is the key to operational excellence and guest satisfaction. I realise that I have a strength in terms of my communication and ability to remain calm under pressure but I also realise that I need to become more proactive in my problem solving and leadership abilities. My professional development action plan involves:
1. Seeking opportunities for direct decision-making: Proactively offering solutions for minor guest issues rather than solely observing.
2. Deepening interdepartmental understanding: Spending dedicated time observing F&B operations from their perspective to better anticipate issues and offer more informed solutions when assisting FOH.
3. Engaging in leadership readings and discussions: To further develop my understanding of effective delegation and team motivation.
[bookmark: _Toc200749143]Section 2: Development Journey
Compare to my Level 4 F&B placement, my placement at the ibis London Stratford has provided me with a different set of experiences. Although my Level 4 placement was more back-of-house concentrated, within a smaller, independent restaurant, this position within an internationally branded, mid-scale hotel has helped me to refocus my attention to the detail of the interaction between Front-of-House and F&B. The key difference lies in scale and operational integration; the ibis operates with a standardized F&B model (Fogg’s restaurant, breakfast buffet) designed for efficiency and consistency across a larger volume of guests, whereas my Level 4 experience provided a deeper dive into bespoke menu development and kitchen management. This difference has accentuated the significance of well-established communication lines, which I frequently experienced when communicating with the F&B department as a part of FOH when engaging with guest requests or problems (Davis, et al., 2018).
Reflecting on my Level 4 module, my perspective on F&B has significantly evolved. Back then, my understanding was more theoretical, culminating in assignments like designing a menu for a specific concept. My Level 4 menu design, perhaps for a themed, casual dining experience, would not be appropriate for the ibis London Stratford. The ibis F&B model prioritises speed, familiarity, and a more streamlined offering that aligns with its value-for-money proposition. My current observations have underscored that a successful menu must align perfectly with the hotel's target demographic, operational capabilities, and brand identity – a practical insight I couldn't fully grasp from classroom theory alone (Chark & McCartney, 2024).
Furthermore, my Sustainable Hospitality & Tourism Management module provided a framework for evaluating hotel CSR strategies. The ibis London Stratford, as part of the Accor group, adheres to a broader, more standardised sustainability strategy. While Accor is committed to sustainability, the "greener practice" of a highly localised farm-to-table approach, though commendable, would likely not be suitable for the ibis F&B department due to its high volume, cost-efficiency requirements, and supply chain logistics (LaTour & Brant, 2022). Instead, initiatives like reducing single-use plastics, energy-efficient equipment, and responsible sourcing through approved suppliers, which I observed, are more pragmatic for a hotel of this scale (Hussain & Soni, 2025). 
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A key area identified for improvement within the ibis London Stratford's F&B operation is guest service speed during peak breakfast hours. My first-hand observations from the Front-of-House frequently revealed long queues at the breakfast buffet, delayed table clearing, and guests waiting for replenished items. Conversations with F&B colleagues confirmed their feeling of being overwhelmed during these periods, often attributing it to staffing challenges and process bottlenecks. This directly impacts guest satisfaction, a critical aspect of service quality (Johnston & Clark, 2005).
To enhance the guest service experience, I propose a realistic improvement plan with three actionable steps:
· Optimise Staff Rostering with Predictive Analytics: Implement a system that uses historical occupancy data and booking forecasts to accurately predict breakfast demand, allowing for agile adjustment of F&B staff schedules. This ensures adequate staffing during peak times, directly addressing a core issue observed.
· Introduce a Visual Queue System for Buffet Management: A simple visual indicator (e.g., colour-coded flags or digital display) at the buffet stations could alert F&B staff to low stock items requiring immediate replenishment (Xaba, 2022). This proactive approach minimises guest waiting times and frustration.
· Cross-train Front-of-House Staff for Basic F&B Support: During severe peak periods, trained FOH staff (like myself) could assist with non-specialised tasks such as directing guests to available seating or basic table clearing. This cross-functional support, as highlighted by contemporary literature on organisational flexibility (Cousins & Weekes, 2020), can alleviate pressure on the core F&B team and improve overall flow.
Enhancing performance criteria could include setting specific KPIs for breakfast service, such as average queue time and table turnover rate. 
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This placement at ibis London Stratford offered invaluable insights into hotel operations, particularly the critical interplay between Front-of-House and F&B. I gained a deeper understanding of interdepartmental dependencies, observed crucial service standards, and significantly enhanced my communication and adaptability skills. My initial learning objectives were largely met, especially in appreciating the operational flow and the practical application of theoretical knowledge to real-world hospitality challenges.
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