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[bookmark: _Toc213857340]Introduction 
Premier Inn Hanley, located in Stoke-on-Trent is a new mid-scale, low-cost hotel, which is part of the Whitbread Group (Premier Inn, 2025). The Level 4 module of Food and Beverage Operations exposed me to the guiding principles of the hospitality industry service, teamwork, and customer satisfaction. The current location at Premier Inn Hanley will help me to expand on this preparatory knowledge to an appropriate Level 6 level, by introducing theoretical knowledge to the real practises in food and beverage management, and by reinforcing supervisory and operational skills. Throughout my placement under Duty Manager Tom I gained valuable experience in the day to day activities, teamwork and customer interaction. The placement experience is also in line with the concepts developed in the article by Anon (2010), where the reflection and developing the skills of acting in real-life situations are among the key components.
[bookmark: _Toc213857341]Section 1: Role Reflection 
In the placement at premier inn Hanley, I was being supervised by Duty Manager Tom in the Food and Beverage department. As I compare my experience in Level 4 to my current placement in level 6, it is evident that a considerable progress has been achieved in my understanding of operations of food and beverages, especially in domains of teamwork, sustainability practises, and customer service. The augmented responsibilities and experiential learning undertaken have made me feel more confident and able to handle operational challenges. According to Walker (2021), front-of-house and food-and-beverage departments are the core of the guest satisfaction, and that teamwork is a key component of consistent services. Moreover, as per Hagg (2013), efficient internships also provide students with the chance of putting into practise their theoretical knowledge in professional life and being supported by the experienced supervisors. Following the Experiential Learning Cycle (1984) by Kolb, the process of learning occurs in four phase namely concrete experience, reflective observation, abstract conceptualisation, and active experimentation (Morris, 2020; Wijnen-Meijer et al. 2022). 
[bookmark: _Toc213857342]Concrete Experience
My practical experience was the actual work with guests, the way to manage the rush breakfast time and why Tom, when put on his toes, delegated responsibilities and managed to retain his composure.
[bookmark: _Toc213857343]Reflective Observation
Reflective observation helped me to realise that effective communication and collaboration are the keys in ensuring efficiency in the operations. This is one of the personal strengths that I recognized because I have a tendency to build positive relationships with colleagues and guests that contribute to the service environment. 
[bookmark: _Toc213857344]Abstract Conceptualisation
During the abstract conceptualisation stage, I associated these observations with theoretical concepts of leadership and supervision. I learned that inter-departmental communication and flexibility are the keys to operational success, such as during the morning rush times when the team will operate more effectively under Tom’s supervision, but not at the time when poor communication caused slowness in service provision and customer dissatisfaction.
[bookmark: _Toc213857345]Active Experimentation
Lastly, I differentiated my performance by means of active experimentation, as I created measures in order to improve my execution of these tasks, such as composition of time-management skills, attendance of customer-service application courses, and requests to the supervisors to provide feedback (Popely et al. 2021).
[bookmark: _Toc213857346]Section 2: Development Journey  
My Level-6 position in Premier Inn Hanley is not similar to my previous Level-4 position in Premier Inn Newcastle-under-Lyme, though they both belong to Whitbread Group and follow the same brand standards. The hotels are all mid-scale, low-cost hotels that are focused on business and leisure tourists. However, being in the centre of the city,  Hanley has higher potential customer base of more varied guests, since its smaller neighbours, Newcastle-under-Lyme, has more local and family guests because of the lack of busy urban environment (Premier Inn, 2025a). According to Rutherford and O'Fallon (2007), both operational structures and management techniques change significantly depending on the size of the hotel, market segment, or staff turnover, which was confirmed by the comparative analysis of the Hanley and Newcastle-under-Lyme.
Operating structure-wise, both hotels have a similar departmental structure, yet Hanley has a more extensive structure as the restaurant is busier and the employees are more prone to leaving the company. 
One of the main differences with regard to the learning experience in both placements was exposure to difficult situations. In Hanley, I also made numerous experience with busy breakfast services, which required quick decision-making and coordination, which enhanced my skill levels in adaptability and time-management. Conversely, my time in Newcastle-under-Lyme provided an exposure to the principles of the basic operations of F&B and the interaction with customers and lessened the opportunity to take on a leadership role or independent accountability.
Based on these experiences, I determined that an active and participative management approach improves employee motivation and customer satisfaction. Good things at Hanley included the positive response of guests and the capacity to cope with pressures when the restaurant was busy served as a boost to my self-esteem and collaborative skills. 
[bookmark: _Toc213857347]Section 3: Service Improvement Proposal 
At the time of placements with the Premier Inn Hanley, one of the aspects that stood out in terms of improvement was the fast pace of serving guests throughout the breakfast rush. Personal observation and interviews with colleagues revealed that waiting time has been a common issue in the form of lack of coordination between the staff during peak time and inflexibility of their roles. 
Service speed improvement is important to continue the high standards of the F&B in the Premier Inn which underline efficiency, friendliness and consistency. Studies conducted by Parasuraman, Zeithaml, and Berry (1988) emphasize that responsiveness is also one of the central aspects of service quality that directly determines customer satisfaction. As argued by Johnston, Clark, and Shulver (2012) effective management of all processes to be involved in the management of service delivery in the hospitality industry relies on the effective team work as well as continuous supervision of the quality of services provided. In response I would recommend the following action steps:
· The Duty Manager will organize such meetings where the role responsibilities of individuals will be explained, the occupancy predictions will be provided, and the special needs will be noted. Lashley (2018) cites such briefings as the only way to increase motivation and be operationally aligned.
· It will help to increase the flexibility and eliminate the bottlenecks during the service by training employees to do several tasks, including filling the buffet table or responding to the inquiries of guests. According to Baum (2020), cross-training enhances the productivity, as well as team flexibility, within a hospitality setting.
· Frequent analysis of guest feedback or survey feedback will help to learn about certain problems with services in the hotel and appreciate employees who are doing their best. 
[bookmark: _Toc213857348]Conclusion 
The experience I have had in the position of the Premier Inn Hanley was quite insightful and also enlightening in terms of professional gain since I was able to gain a thorough knowledge of food/beverage operations and also real workplace practises. By dissecting the experiential learning model by Kolb, I had a chance to determine some major improvements that occurred in the teamwork, the ability to communicate, and the ability to handle a crisis. A comparative study of both placements revealed a confidence enhancement and a greater adaptability in a high paced environment. The suggested recommendations improving team briefings, more flexible training, regular feedback would add to the more efficient and streamlined breakfast service. 
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