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Introduction
My 10-week Level 6 hotel placement took place at the Food and Beverage department of Best Western Abbot Barton Hotel in Canterbury. The hotel's F&B operation includes a restaurant that serves breakfast, lunch, and dinner; a bar/lounge facility for beverage service; room service for in-house guests; and a banqueting/meeting room facility available upon booking events. I was shadowed with supervisory duties with the outlet manager.
This position provided an exposure to the operation of F&B service as a guest-facing department and an operational/managerial organisation of a hotel. I was placed under the guidance of Aiden (General Manager), Mohan, Hannah, and Pennie (Front Office Managers), Daniela (Restaurant Manager), and Chef Kevin, who were highly involved in mentoring and training me during my time in the Food and Beverage department.
[bookmark: _Toc213754129]Discussion
Among the placements, I chose to compare and discuss with the Sustainability module, Daniela (Restaurant Manager), who directly supervised my work in the main restaurant. At the beginning, my opinion of F&B operations had changed significantly. My perception of F&B at Level 4 was more of a functional delivery of service-setting, serving, and clearing tables. Nevertheless, this placement made me realise that F&B is a strategic department, which touches on the guest experience, brand, and hotel profitability ( Mun et al., 2020). Indicatively, as literature stresses, the F&B services in hotels can no longer be viewed as mere supplements to the rooms revenue and can be a driver of the hotel performance: in Asian luxury hotels, investment in F&B services has a positive effect on occupancy (Zrnić et al., 2023).
In the process of my thoughts with Daniela, I found the theme of sustainability. The methods of sustainable operations frameworks (e.g., Sloan, Legrand, and Simons-Kaufmann principles), the triple-bottom-line framework, and models of sustainable operations were part of the frameworks taught in the Sustainability for the Hospitality Industry module. The hotel I visited observed the following: the restaurant is sourcing a portion of local materials (Kentish vegetables, locally brewed beer in the bar), and digital ordering tablets were used to reduce the amount of printed menu waste, and food-waste bins were separated. These are in line with literature that shows that sustainable F&B operations have been more focused on local sourcing, waste management, and eco-friendly operations (Legrand et al., 2022). Nevertheless, they had shortcomings. To illustrate, having different bins, there was no uniformity in sorting compostables and plastics by staff; I noticed cross-polluting during disposal. I also proposed the addition of a label on the evening menu of the plant-based special to explore the interest of the guests in it, an experiment inspired by the concept of experiential dining as a differentiation instrument (Kruesi & Remy, 2025).
Regarding supervisory skills and work-based key skills (another module learning outcome), I slowly took over the responsibility during one of the busiest dinner services. In the course of these changes, I worked closely with Chef Kevin in the kitchen and discussed reservations with Mohan and Hannah in the front office when it came to reserving tables that altered the turnover and dining times of guests. My Level 4 thinking was passive: wait to be instructed. That shift in the position of follower to co-ordinator can be regarded as one of the essential ones: the expectation of supervisor position (Zrnić et al., 2023).
Theoretically, in a reflection of theory to practice, I have used the SERVQUAL model of service quality (reliability, responsiveness, assurance, empathy, tangibles) that I learned in the Personal Resourcing and Development module (Parasuraman et al., 1988) (Davis et al., 2018).. In one of these incidents, one of the guests had reported a delay in the arrival of desserts- instead of merely apologising, I went to the kitchen and informed the guest as to what was happening, even provided a free amuse-bouche and made a follow-up after service. This move enhanced the satisfaction of the guests and also showed responsiveness and assurance. Reflectively, I can observe that it is highly important to incorporate such service quality theory in day-to-day operations in the F&B departments. According to (al-Ababneh, 2017), it is proven in literature that the quality of F&B service has a direct connection to guest satisfaction and brand equity in the hotel industry. (Abdullah et al., 2023) found out that in 5-star hotels, the quality of services and offerings predicted guest satisfaction.
Regarding the department performance, I observed that the hotel monitors key performance indicators (KPIs), which include average check per cover, table-turn time, and food-waste kilograms per outlet per day.  I then discussed these insights with Aidan, the General Manager, who was open to the possibility of creating a small performance dashboard that would allow the daily sustainability and service KPIs to be more evident to the employees. Besides, by connecting sustainability to the operational performance, the literature highlights the fact that sustainability is not only a matter of environmental goodwill, but it may also enhance the operational efficiency and perception of the guests. An example is that food-waste reduction will decrease the cost, local sourcing will decrease the supply chain, and sustainable practices will improve the brand image. I found that at Best Western Abbot Barton, food waste bins were weighed every week, but the reports remained in management circles; I proposed and encouraged the service teams to develop waste metrics awareness and ownership (Blanco-Moreno et al., 2025).
Reflectively, theory and practice have enabled me to understand more. I have come to understand that F&B operations should be conducted both horizontally (between service, kitchen, bar, and banqueting) and vertically (between line staff, supervisors, and senior management) to achieve guest satisfaction, operational efficiency, and sustainability. I did more than help in work: I actively recognised areas of improvement (expanding the menu, involving employees in measuring the amount of waste, showing how performance is done in real-time, etc.) and started talking with the bosses (Hemmington & King, 2000).
Nevertheless, it had its limitations: budget constraints did not allow making any significant changes in the menu design; the number of staff on certain shifts was low, which restricted the time to train them; some of the older staff members were the most conservative, which is why it was a challenge on the management level.
[bookmark: _Toc213754130]Conclusion
Overall, my placement with the F&B department, Best Western Abbot Barton, allowed me a great experience to consider theory as applied in practice. I observed the way in which sustainability, service-quality models, performance management and supervisory duties are practised in the day-to-day operations and how my perception of the F&B function has transformed to be more strategic rather than being operational. Among the key findings that emerged in this paper were: successful F&B operations mean a lot to the guest experience and hotel performance; sustainability practices exist, but need further involvement and exposure among frontline teams; and supervisory key skills.
I would propose the following recommendations to the hotel: the visible KPI dashboard to be displayed to the staff in the F&B outlets; the expansion of the plant-based and dieting-flexible dishes to be introduced to accommodate the shifting tastes of the guests and position the hotel more competitively; the increase in staff involvement in eco-friendliness by connecting the waste indicators with the shift-briefings and the presence of the periodic training on the staff about the waste-segregation protocols and menu-knowledge to increase the assurance and empathy aspects of the guest service.
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