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Introduction 
The Hilton Inn Racecourse Doncaster is a 4-star hotel that offers a variety of services tailored to the needs of guests, both those staying in the hotel and for occasional visitors, such as buffet breakfast, à la carte services, bar & lounge, events and banqueting, room service, special services on race days (Hilton, 2025). The learning objectives at the beginning of the placement  are to improve customer communication skills, understand how to serve and set meals and develop knowledge of Food and Beverage operations. 
Section 1 – Reflection on the role
 I choose to use the Gibbs Reflective Cycle model for my journal because it gives me the opportunity to reflect on the seven essential stages: describing the experience, expressing feelings, evaluating, analysing, concluding and planning action (Gibbs, 1988). This model helps to structure thoughts clearly, identify lessons learned and continuously develop professional skills (Galli & New, 2022). I was integrated into the Food and Beverage department, where I had the opportunity to perform a wide range of tasks: participating in the organization of private events, cleaning and preparing meals, setting tables according to Hilton standards, polishing cutlery, serving and informing customers, restocking stations, complying with HACCP rules and collaborating with chefs and colleagues (Waller, 1999; Zrnić et al., 2023). During the period, I observed operational decisions such as reallocating staff according to customer volume, type of serving (buffet or à la carte) and effective communication between the front desk and the restaurant (Michel, Tews & Tracey, 2020). I did not have a formal leadership role, but I was involved in activities that required initiative and collaboration. On a busy morning at breakfast, I volunteered to clear the tables and restock the buffet – my supervisor praised me for my initiative, which boosted my confidence (Le, Ta & Ha, 2025). Communication is a strength – I maintained a polite and clear tone, even in tense moments. However, I sometimes avoid asking for help, which affects efficiency (Robinson et al., 2014). I learned to be flexible: for example, I was redirected from breakfast to a private event and learned procedures as I went (Zahra, 2012). My strengths were initiative, communication and a positive attitude; areas for improvement are delegation, taking on coordination and managing stress. An example of effective supervision was when the supervisor clearly and quickly reassigned staff on a busy morning. I was delegated to the coffee station, and the atmosphere was positive and collaborative (Dang, Rodríguez-Campos & Chappell, 2021). In contrast, at an ad-hoc meeting, the lack of coordination, direction of staff, and important details such as room layout requirements led to complete re-setups and delays, which showed the importance of clear communication (Zrnić et al., 2023). 

Section 2: Personal development journey 
The experience at Hilton Garden Inn (year 6) was much more complex than the one in year 4, which took place at Rossington Hall, Doncaster – an independent hotel with traditional style and personalised service (Rossington Hall, 2024). Hilton, part of an international brand, has clear protocols, modern equipment, and strict standards (Hilton, 2025). At Rossington, I learned the basics of proper setup and customer interaction, while at Hilton, I understood the impact of operational decisions on guest satisfaction (Michel, Tews & Tracey, 2020). The modules I studied previously directly helped me in this practice. For example, from the “Food & Beverage Operations” module (Level 4), I applied knowledge about mise en place, types of serving (buffet vs. à la carte), as well as planning flows in the restaurant hall (Waller, 1999). If in year 1 I designed a classic fine dining menu, I now realise that that menu would not have been efficient or appropriate for a hotel like Hilton, which has diverse guests, specific requirements related to speed, cost and accessibility, especially in the context of breakfast buffet or à la carte service. At that time, my perspective on the F&B department was a limited one, based on basic principles and general notions about food safety, branding and service styles (Owusu-Apenten & Vieira, 2023). While serving breakfast at Hilton, I understood the importance of correctly organising workstations and effective communication with the kitchen, aspects theoretically discussed in that module (Wood, 2015). Therefore, my perspective on the F&B department has matured considerably, and designing a menu at this time would take into account real factors of execution and profitability, not just of aesthetics and taste combinations. In “Sustainable Hospitality & Tourism Management”, I learned about CSR and sustainability. I believe that such a practice could be partially implemented at the Hilton Garden Inn Doncaster Racecourse, especially in the F&B area, where food waste is particularly visible at the breakfast buffet. Implementing separate collection stations and training employees on composting would be a concrete step towards more responsible food waste management. For example, Hilton implements measures to reduce plastic and combat food waste, something that I did not encounter at the independent hotel at Rossington Hall. (As Zhu and Liu 2025) point out, “Sustainable food waste management in buffet restaurants not only mitigates environmental impact but also enhances the eco-conscious image of the brand” (p.845). During the internship, I participated in training sessions on proper recycling, water consumption reduction, and food waste sorting – all of which reflected what I learned in theory (Dang, Rodríguez-Campos & Chappell, 2021). Thus, practical experience reinforced theoretical knowledge and helped me make the connection between sustainability and daily F&B operations (Robinson et al., 2014). 


Section 3: Service Improvement Proposal 
A constant problem was poor communication between the dining room and the kitchen, especially at breakfast – special orders (gluten-free, vegan) were not transmitted correctly, especially by new employees. Mistakes were repeated and generated stress. “Managing food and beverage in hotels requires synchronising service and kitchen operations, which is often disrupted by communication gaps” (Zrnić et al., 2023, p.67). 
To improve this situation, I propose the following 3 concrete actions: 
1. Implement a standardised visual guide for encoding special orders and customer preferences. This would include intuitive pictograms for special diets, allergies, or cooking methods, displayed at all workstations. “Visible and consistent performance standards are easier to replicate and improve operational efficiency” (Waller, 1999, p.42).
 2. Weekly briefing sessions between the dining room and kitchen team. These short, 10–15 minute meetings can be used to discuss recent errors, menu adaptations, and improvement suggestions from employees. “Regular feedback and communication help reduce operational errors and enhance employee commitment” (Michel, Tews & Tracey, 2020, p.2182).
 3. Personalised training for new employees on workflow and interdepartmental collaboration. This training could include role-playing, hands-on practice, and clear explanations of sensitive commands. “When reflective practices are embedded in training, students develop stronger professional confidence and understanding” (Robinson et al., 2014, p.170). These solutions can improve collaboration, reduce errors, and increase customer satisfaction. “Customer perception of hotel gastronomy is shaped not only by food but also by the consistency and professionalism of service” (Kapera, 2015, p.2996).

Conclusion
 This experience at Hilton gave me a clear picture of how the F&B department works in an international context. I improved my communication, adapted to real-world requirements, applied theory to practice, and received positive feedback. I believe that I have achieved the objectives I set at the beginning of the internship. I have significantly improved my communication skills with customers, I have learned to organise and set tables according to brand standards, and my knowledge of operational flows has been consolidated through direct practice. “Authentic learning is fostered when students reflect on real work-place experiences that connect theory to practice” (Zahra, 2012, p.279). I intend to get more involved in training sessions, to request shadowing opportunities with coordination roles, and to continue developing my strategic thinking regarding F&B services. This experience has motivated me to continue my professional journey in the hospitality industry, with more clarity and determination.
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