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Introduction
My 10-week professional placement took place at DoubleTree by Hilton Bristol North, a four-star branded hotel with a full-service Food and Beverage (F&B) department. The offerings included a buffet breakfast, all-day restaurant service, bar and lounge, room service, and banqueting for corporate and private events. The hotel serves both business travellers and leisure guests, making consistency, allergen awareness, and brand-standard service critical to guest satisfaction.
Before beginning the placement, I set three learning objectives:
1. To gain confidence in handling guest interaction during busy service times.
2. To understand supervisory practices and leadership dynamics within an F&B setting.
3. To observe how communication and service standards impact guest experience and recovery outcomes.











Section 1: Role Reflection (Gibbs’ Reflective Cycle)
I used Gibbs’ Reflective Cycle (1988) to analyse and reflect on my experience in a structured way, exploring description, feelings, evaluation, analysis, conclusion, and action.
Description
My role as a Food and Beverage Assistant involved supporting breakfast service, resetting tables, assisting guests with dietary needs, and restocking stations. I often worked with the supervisor on tasks such as complaint resolution, communicating with the kitchen team, and managing transitions between meal periods.

Feelings
Initially, I was nervous about adhering to Hilton’s detailed service expectations. However, by Week 3, I became more confident with routines and enjoyed the fast-paced environment, particularly when resolving guest concerns independently.

Evaluation
A notable strength I demonstrated was service recovery under pressure. In Week 4, I addressed a guest complaint about cold eggs by coordinating with the kitchen and delivering a fresh meal swiftly, while offering a sincere apology and complimentary coffee. According to Sturman, Corgel and Verma (2021), guests judge a hotel not on mistakes alone, but on the quality of recovery. Conversely, I noticed a weakness in my assertiveness particularly when stock ran low, and I hesitated to inform the supervisor promptly, causing delay.

Analysis
Supervision in hospitality requires quick thinking, empathy, and clarity (Tasgin and Erdem, 2022). In Week 6, I observed effective leadership when the supervisor restructured the team during a sick call, calmly assigning tasks based on team strengths. This supports Sahoo and Goswami’s (2020) emphasis on adaptive leadership in service settings.
However, in Week 7, a lack of clarity during a morning briefing led to duplication of tasks. Two team members were resetting the same table section while others were left unprepared an example of ineffective supervision, which affected guest seating. This confirms the finding by Dissanayake and Surangi (2023), who noted that briefing quality directly influences F&B performance consistency.

Conclusion
I learned that clear delegation and confident communication are essential in F&B. While I improved in guest handling, I still need to develop leadership initiative and fast problem recognition.

Action Plan
· Enrol in a service leadership workshop to strengthen delegation and confidence.
· Practice weekly self-evaluation using reflective prompts on guest interactions.
· Take on pre-service briefing roles in future to build assertiveness.
· Observe how senior team members handle difficult scenarios and reflect on approaches.










Section 2: Development Journey
Comparing Level 4 and Level 6 Experiences
My Level 4 placement at Premier Inn Bristol (Finzels Reach) provided foundational F&B exposure, such as table clearing, resetting, and buffet assistance. It was a budget environment with less structure, fewer SOPs, and minimal supervisor engagement. I learned basic operational tasks but lacked insight into broader service planning.
In contrast, DoubleTree by Hilton offered me a comprehensive view of branded F&B service, including daily pre-shift briefings, performance expectations, guest dietary protocols, and brand-consistent recovery. Both placements required adaptability, but the Hilton placement expanded my understanding of guest-centred service culture.
Reflections from Modules
From the Level 4 – Food & Beverage Operations module, I designed a sample menu that now seems impractical for DoubleTree’s structure. The kitchen's limited staffing and space mean menus must be designed for efficiency and consistency a lesson reinforced by Murphy and DiPietro’s (2020) study on kitchen workflow integration.
From Level 5 – Sustainable Hospitality and Tourism Management, I studied how hotels incorporate Corporate Social Responsibility (CSR). Hilton officially supports green initiatives, but during my placement, I noticed contradictions plastic containers were used, and food waste went unmonitored. This aligns with Sultana and Younis (2023), who argue that brand-level sustainability goals often fail without daily operational accountability.
Recognising these operational gaps helped me bridge theoretical knowledge with workplace realities, and evaluate my role in influencing sustainable outcomes.



Section 3: Service Improvement Proposal
Identified Issue: Poor Breakfast Information Communication at Check-In
Several guests arrived late for breakfast or expected it to be complimentary. In Week 5, a guest became visibly upset upon learning breakfast ended at 9:30 AM, claiming they weren’t informed at check-in. This pattern repeated in Week 7 and Week 9, disrupting the F&B team’s workflow and creating unnecessary tension.

Justification and Evidence
When I discussed this issue with colleagues, they confirmed that information gaps between reception and F&B were common. Guests checking in during peak evening hours often received minimal verbal orientation. Ghaderi and Henderson (2021) highlight that cross-departmental misalignment undermines the service experience, particularly when operational silos limit communication.
Improvement Plan
1. Branded Information Cards: Clear multilingual cards with breakfast details distributed at check-in and displayed in rooms.
2. Daily Handover Briefing: A 5-minute team handover between night audit and F&B to confirm guest expectations, early check-outs, and inclusions.
3. Front Desk Refresher Training: Monthly updates on communicating inclusions, upselling techniques, and complaint pre-emption.
This approach is supported by studies like that of Lee, Chen and Ahn (2022), which found that proactive information sharing significantly reduces guest complaints and enhances staff confidence.





Conclusion
This placement enabled me to develop practical F&B knowledge, grow in confidence, and understand the complexity of service leadership. I met two of my learning objectives fully and made progress toward the third. I now approach guest service with clearer communication and more empathy, and I understand the strategic role of supervision in shaping operations.
Comparing my Level 4 and 6 placements revealed how brand, structure, and leadership significantly influence staff learning and guest satisfaction. Drawing on academic theory helped me interpret daily observations and see how operational gaps like sustainability lapses or briefings affect performance.
As I move forward in hospitality, I will continue applying reflection and evidence-based practice to become a proactive, confident F&B leader.
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