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Introduction
For the following Student Log my chosen department is Food and Beverage (F&B) department of my placement at Holiday Inn Sunderland. The department has an open lobby with bar and dining area, room-service and socializing area that provides a relaxing environment for its guests. Part of my responsibilities as F&B member was to greet guests, and help them with the choices they have, especially on breakfast which is the busiest time of the day. I had the opportunity to assist on morning short meetings, interact with customers, serve drinks and participate to inventory and deliveries. The team is friendly and highly motivated by Operational Manager who engages with every member of the staff ensuring that they can face any challenge that arises through the day and high-pressure situations.
Department Reflection
In F&B department, the guest experience is divided as follows:
Online: Guests can check menus, prices, discounts, reservations and dining options.
Arrival: Guests are entering on the open lobby area where they are welcomed and are shown where they will sit and the menu presented.
Order and Service: The members of the staff assigned to the specific area where they sit, will introduce themselves and make recommendations from the menu following by their food and drink orders.
Drinks followed by food delivery: Drinks are served prior to their meal, when food is served, check-back is made to ensure customer’s level of satisfaction.
Check out: Guests will receive their bill with the option to pay cash or card and will be prompted to leave a review about their dining experience.
During my placement i noticed multiple loyal customers that already know the names of the team, high level of engagement and high personalized service through their dietary requirements with a consistent communication between front of house and back of house members. Furthermore, i studied the reviews of customers from the past that during busy times the hotels has managed successfully to fulfil customer expectations (Trip Advisor, 2025).
About management style, on the other hand, there is a mix style of leadership. For example, Kim, the F&B supervisor has a motivational style, encouraging members to participate in small decisions and celebrates the success with other members, creating an inclusive environment. Different approach from Paddy, the Operational Manager who is more concerned about busy periods and unpredictable situations, ensuring that every member is up to date with trainings, respecting instructions and immediate execution. Although is more autocratic style, Paddy is an effective leader that shows empathy and respect to all members of the staff and guests. He is often present in most of the critical situation offering practical solutions and motivation to team members in need, providing constructive feedback.
As suggested by Bang and Midelfart (2021), Transformational leaders are focused on development, increased level of staff engagement and communication, while transactional leaders are accountable, short-term management as they cannot stay motivated for long or perform in a longer run.
Analysing my placement, Paddy is a transformational leader that involves staff in decisions, celebrates success, and always happy to communicate. For instance, during one of my shifts on F&B he noticed that i am task-focused and i am overwhelmed by the high number of guests in that specific breakfast. He approached me in a friendly manner and reassured me that in the following minutes i will have extra help coming to help. Meanwhile he adapted to the current circumstances and helped anywhere needed to ensure that the level of guest satisfaction remains intact. From my perspective, the example he offered me, means effectively and effectively leadership.
Linking my experience to Management & Organisational Behaviour Module
The main concepts of the module included motivation and leadership models highlighting the norms that influence the organisational behaviour through organisational culture. I can confirm that the leadership models learned are extremely important and effective, especially the transformational leadership that i could see it in practice and obtain a further understanding. Staff motivation is influenced by management behaviour and by working conditions, in my opinion, the support, training, feedback, behaviour, and inclusion that Paddy offers to the staff creates a peaceful and healthy workplace environment.
Another aspect of the module enabled me to evaluate my cumulated experience using reflective practice through theories from the module and identifying the key areas for improvement that i had to practice durring my placement and obtain live feedback, although i used a self- actualisation to track my performance, i understood that management motivation was impacting positively my performance and helped me to critically evaluate my effectiveness.
On the other hand, leadership behaviour highly influences the service quality, job performance and satisfaction making employees to understand the goals of the organisation and how their own behaviour can influence guests and other team members (Bavik, 2024). Although autocratic leaders are more efficient in high-pressure situations that transformational leaders, their autocratic behaviour can lead to a higher staff turnover and decrease the level of performance and motivation through staff becoming a negative work environment, impacting the reputation of the organisation, that can be seen through reviews and dissatisfaction of guests and employees (Book, Gatling and Jungsun, 2019).
As Holiday Inn (2025) is a member of IHG Group (2025), they comply with IHG’s best practices that include development and recognition programmes, adaptive leaders with a people-centred approach regarding employees and guests fulfilling needs.
Improvement Plan
I am using the academic evidence presented above to sustain my plan proposal for effectiveness and performance on Food and Beverage:
-Operational: Morning briefs about today’s plan, feedback and service development where all members of the staff are present and could offer their thoughts.
Best Practice: Holiday Inn is IHG member and briefing are part of best practices on their website, hence the morning brief could increase staff performance and vision towards organisational goals.
Impact: Increased staff motivation, increased morale and decreased human errors as morning briefs will provide clarity on shift tasks.

Conclusion
My placement at Holiday Inn on Food and Beverage department, offered me complex insights into management leadership styles and guests / staff motivation levels. I had the opportunity to assist on verbal positive reviews and to study the reviews that the hotel has on Trip Advisor for Food and Beverage department which made me understand the importance of a great transformational leadership. The effectiveness of leading the team that Paddy showed, made me become more motivated, efficient and consistent in the tasks i had to complete. The participative approach full of motivation and effective leadership that Paddy demonstrated are great examples of best practices that align with IHG’s Group requirements. Linking my gained reflection with Management &Organisational Behaviour Module, reinforced my cumulated knowledge about leadership styles on effective management and organisational versus personal development. The proposed plan presented above from academic sources related in the previous topic, is an example of initiative for best practice that involves all members of the staff with the purpose of reducing errors and increase morale and motivation. Hence, management is strongly connected to both operational and motivational factors with the purpose of increasing the performance of the staff, delivering excellent customer service, reducing errors, reducing staff turnover and increasing business performance impacting positively the reputation of the organisation.
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