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Introduction
Leonardo Hotel in Exeter is part of the Jurys Inn and Leonardo Hotels UK group. They offer guest a modern and centrally located stay with full-service food and beverage operations. Breakfast is served in Buffet style and is often very busy due to the high occupancy of the hotel.
During my level 6 placement I aimed to achieve the following learning objectives:
1. To develop supervisory skills by observing and participating in food and beverage team coordination
2. To understand operational process in handling large group dining and preordered meals
3. To improve professional communication across departments especially between front of House and the kitchen teams
[bookmark: _Toc199363759]Section 1: Role Reflection
In the F&B department, I was primarily working in the evening shift to assist with the setup and the service while coordinating with the group dinners. My task included preparing the restaurant floor while ensuring group menu items were confirmed with the kitchen and managing data requirement to provide guest service. I also occasionally supported the breakfast shift which helped me to get familiar with different condition of the operations. Importantly I was given opportunity to shadow the in the F&B department supervisor which allowed me to observe decision making process around staffing with table allocation and complaint resolution.
Reflection Using Gibbs’ Model (1988)
Description & Feelings: My first experience managing service for a group of 30 individual was challenging. Although the men who were pre-selected however the absence of a clear pre-shift briefing resulted in confusion of a dietary requirement. I felt nervous and under prepared. However, as the week progressed my understanding of pre service routines improved and I felt more confident in initiating communication with colleagues. 
Evaluation: I realised the importance of pre service planning in a busy environment. My ability to stay calm and adapt under pressure became a clear strength in such situations. For example, when a group arrived early than expected I coordinated with the shift to bring forward main courses which ensured gas satisfaction and reduced stress on the floor team. However, I acknowledge a personal weakness in assertiveness as I often hesitated to question unclean instructions and step up during busy times.
Analysis: The role of supervisor in food and beverage operation requires a balance between soft and hard skills which includes leadership along with empathy and problem solving for effective organisational understanding (Farao et al., 2023). Successful hospitality managers should have both emotional intelligence and operational fluency (Mistry et al., 2022; Völker et al., 2023). I witnessed this when the supervisor adjusted staff role on the spot due to an absence with a decision that kept the service flowing smoothly.
Examples of Supervision:
	Supervision Type
	Description of Situation
	Observed Outcome
	Key Learning Point

	Effective Supervision
	A detailed pre-service briefing was conducted by the supervisor. Roles were clearly assigned, the guest list was reviewed, and allergy notes were highlighted.
	The service flowed smoothly with minimal errors. Staff were confident and responsive. Guest feedback was overwhelmingly positive.
	Pre-service meetings improve communication, reduce errors, and ensure cohesive team performance (Im and Cho, 2022).

	Ineffective Supervision
	No briefing was held before the shift. Servers were unclear on table assignments and unaware of specific guest needs.
	Orders were duplicated or missed, service was delayed, and guests expressed dissatisfaction.
	Lack of structure and preparation leads to confusion, inefficiency, and negative guest experiences (Raza et al., 2023).



Action plan
	Action Step
	Objective
	Timeframe
	Expected Outcome

	Participate regularly in pre-shift meetings
	Improve structured communication and understand team dynamics
	Ongoing – daily or every shift
	Increased confidence in service briefings and clarity on responsibilities (Asmara et al., 2024)

	Initiate post-shift feedback discussions with colleagues or supervisor
	Reflect on performance, identify areas of improvement, and receive constructive input
	Weekly, after key service periods
	Enhanced self-awareness and targeted professional growth (Narayan et al., 2024)

	Read academic literature on hospitality leadership 
	Broaden theoretical understanding of effective team management
	Within the next 4 weeks
	Stronger grasp of leadership models and ability to apply them in real settings

	Request additional shadowing opportunities during peak service
	Gain practical insights into supervisory decision-making and staff coordination
	2–3 times per week during evening or busy shifts
	Better readiness for supervisory roles and more proactive problem-solving approach
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Level 4 vs. Level 6 F&B Placement
At level 4 I undertook a placement at a small and independent countryside hotel where I perform general waiting duties. The operation was much simpler as I was responsible for single disservice or fever staff and limited guest volume. Leonard hotel of my level 6 placement is part of a chain with more structured operations. It also had greater guest capacity and a strong emphasis on efficiency and brand standards. This change in environment required me to adopt quickly. For example, whereas the level 4 hotel allowed more informal communication between departments the Food and beverage team of Leonardo operated with clear hierarchies and protocols. This professionalism although initially intimidating was ultimately strengthening my understanding about structured service operations.
Link to Previous Modules
	Module
	Key Learnings from Module
	Application at Leonardo Hotel
	Critical Insight Gained

	Food & Beverage Operations (Level 4)
	Importance of standardised service and mise en place procedures
	Applied in group dining for 30+ guests using checklists, advanced preparation, and strict timing
	Realised the operational complexity increases with scale; efficiency and organisation are vital for smooth service

	Sustainable Hospitality & Tourism Management (Level 5)
	Concepts such as food waste reduction, sustainable sourcing, and CSR strategies
	Observed use of pre-orders and local sourcing practices; limited communication to guests about these efforts
	Identified a missed opportunity to engage guests with visible sustainability messaging, which could enhance brand image and loyalty
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Focus Area: Dietary Communication Breakdown
Rationale: During multiple servers I observed confusion over dietary requirement. In one case a gluten free request was missed despite being listed in the pre order sheet. This resulted in a guest complaint and required the kitchen to remake the dish urgently. 
Colleague Insight: Both the shape and several servers provided preserves briefings to be inconsistent especially when shifts overlapped and when a supervisor was absent.
Service Improvement Plan for Dietary Requirement Management
	Proposed Improvement
	Description
	Purpose
	Expected Outcome

	Mandatory Pre-Service Briefings
	Conduct standardised 10-minute meetings before each service to review guest lists, highlight allergy information, and assign responsibilities (Pai et al., 2022). 
	Ensure all team members are informed and aligned before service begins
	Fewer service errors, improved guest safety and satisfaction, stronger team coordination

	Digital Order Tracker
	Implement a shared tablet-based system for real-time dietary requirement tracking accessible to kitchen and service staff
	Replace outdated paper systems with dynamic, editable digital tools
	Enhanced communication between FOH and BOH, reduced errors in order fulfilment

	Colour-Coded Seating Maps
	Use visual cues (e.g. coloured dots) on seating charts to indicate allergy or dietary needs for each guest (Lee and Wei, 2024).
	Provide quick, clear reference for servers during service
	Faster identification of special requirements, reduced risk of service delays or mistakes



Since, lean service management practise enhances reliability by eliminating ambiguity therefore implementing visual and digital tool align with these recommendation and support performance consistency (Perdomo-Verdecia et al., 2022).
Enhancing Technical Knowledge and Standards: Regular training refreshers on allergen protocols and real time communication drill would improve compliance with service standards and reduce guest risk (Al-Aomar and Hussain, 2019).
[bookmark: _Toc199363762]Conclusion
The placement was a significant milestone in my personal and professional development. The Leonardo property features a large restaurant and a bar which attracts a diverse client including business travellers along with tourists and large tour groups. The restaurant operates on a fixed diner schedule for groups with set menus along with à la carte service for individual guests. I have improved my understanding of food and beverage services in such a fast-paced hotel environment.
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