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1. Introduction
The workplace placement was at Ibis London Stratford which belongs to the Accor group. The primary role was to support the breakfast operation and then prepare snacks for guest all day. As it is primarily a Bed and Breakfast operation, there are light bites and drinks available at the lobby bar and throughout the 24-hour service available for purchase. The Ibis is a midscale operation, but has a continued focus on guest satisfaction and sustainable service.
The Department: This placement was in F&B. Marianna is the F&B Manager and Sagar is the tempory Hotel Manager. They both placed an emphasis on teamwork, accountability, and sustainability and all staff members were expected to work towards hotel Green Key sustainability goals.
The Focus: This reflection follows Kolb’s Experiential Learning Cycle (1984) and focuses on a workplace situation that occurred during a breakfast shift. The purpose of the reflection is to link the module theory from Sustainability for the Hospitality Industry to practice. The experience of balancing guest satisfaction with sustainable operations can be a better management for the workplace.
2. Concrete Experience
It was a busy breakfast shift, and a guest came up to me and said, The scrambled eggs out front look a little dry – mind if I get some fresh ones cooked? I told Marianna, who agreed it was a good idea to make a fresh batch. I went with the kitchen staff to help cook and replace the eggs. The guest came back and thanked us, then told Marianna, That was the best breakfast I have ever had here – thank you for listening.
In that moment, I realized how important other elements, such as presentation, responsiveness, and caring were to the guest’s perception of food quality, along with the taste. Sagar would always remind us; A satisfied guest is the best marketing tool. This lesson again solidified the relationship between service quality, sustainability, and reputation.

3. Reflective Observation
At first I felt like I was being a bother to the kitchen staff for interrupting them during a very busy time. Marianna put me at ease and said that the care of our guests should always be of the utmost importance. In hindsight I understand that my initial focus on efficiency and expediency failed to take into account the need for empathy and mindfulness.
Marianna also told me that our keeping the food fresher was part of the hotel’s Green Key commitment to reduce waste while also ensuring the best guest experience possible. It was an ‘aha’ moment for me in which I realised that sustainability is not only about environmental stewardship but also about thoughtfulness in our delivery of service and our operational consciousness.
Since then I have taken to viewing each task whether it be plating at the buffet or portioning as an opportunity to enhance customer experience while also promoting sensible consumption.
4. Abstract Conceptualisation
From a theoretical point of view, Elkhwesky (2022) claims that sustainability is achieved in the hospitality sector through micro-level daily decisions made by the frontline employees (p. 3). I can associate this statement with my situation at Ibis, as minor changes were also sufficient for us, such as reducing the amount of prepared food or responding to the guest’s comment, to make our own contribution to the overall sustainable environmental outcomes.
In line with Al-Ababneh (2021), Total Quality Management (TQM) is based on a continuous improvement and employee initiative. In our case we applied this by taking the guest’s comment and turning it into improved service, so we managed to show how the quality is improved through the initiative and communication by frontline employees.
Additionally, according to Giousmpasoglou (2024), recognition and autonomy are the two factors which can improve staff engagement. Marianna’s feedback made me feel more motivated and confident in my own capabilities, allowing me to have even better shifts. This is an example of Kolb’s learning process, where a concrete experience has been used to observe and reflect (reacting to the feedback), to create concepts and ideas (following the management team’s instructions and completing self-development), and test the result in action (acting on the feedback).
5. Active Experimentation
In the following weeks, I applied my learning by:
· Conducting frequent checks of buffet items to maintain freshness.
· Coordinating with the night team on preparation quantities to avoid waste.
· Ensuring that heating lamps worked efficiently.
· Monitoring guest flow to match production with actual demand.
Sagar reminded the team of the hotel's Green Key programme and the focus on smart preparation and zero waste. I worked with team members to implement this principle of reduce, reuse and recycle by making sure items were fresh, but also kept to only what was necessary.
Within two weeks, I was seeing the positive impact on our goals: scores on breakfast were going up and we had visibly less food waste. Marianna later confirmed less food was being thrown out, and higher Guest Action Card ratings reflected greater satisfaction as well. It was satisfying to know that sustainable behaviour, if made part of the routine, can lead to positive, measurable results.
6. Sustainability Connection
Ibis Stratford treated sustainability as an essential operational value which they implemented throughout their entire organisation. The hotel operates with energy-efficient systems and purchases ingredients from local suppliers while working with Too Good to Go to reduce food waste. The hotel provides sustainability training to new employees during their induction process to establish their knowledge and involvement from the beginning.

My actions demonstrated the hotel's sustainability values through my efforts to control portions and improve communication methods. According to Abualigah et al. (2023) sustainable service cultures emerge when staff members understand how their choices create dual benefits for the environment and financial performance. Our Ibis team worked together to make sustainable choices which simultaneously improved guest happiness and protected the environment.
The experience taught me that sustainability exists as an operational approach which affects both service quality and business profitability in real-world management.
7. Conclusion
The experience showed that any operational task no matter how small can develop into a valuable learning experience. The application of Kolb’s Experiential Learning Cycle enabled me to transform a basic guest encounter into a study of service quality and team performance and environmental sustainability. The Guest Action Card (GAC) process enabled me to record my learning experience while demonstrating how excellent service results from the combination of effective communication and precise attention to details and environmental consciousness.
The reflection process showed me that sustainability creates dual benefits for guest retention and operational performance when organizations integrate it into their daily operations. Through guidance from Marianna and Sagar I have learned to lead better while gaining self-knowledge and becoming more confident about sustainable practice execution.
I will use these competencies to create team-based innovative responsible management systems which deliver positive outcomes for guests and staff and protect the environment in my upcoming hospitality work.
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Appendix
Placement Learning Objectives – F&B Department 
1. Increase communication and working skills as a team in a multi-cultural environment.
Working with Marianna, my fellow waiters during busy service hours increased my confidence level for communication and teamwork.
2. Understanding and application of sustainability concepts during day-to-day activities.
By practicing and following the Green Key policy, I was able to reduce waste and apply environmentally sound usage of resources while being able to connect these actions to guest satisfaction.
3. Increase confidence in customer service and problem solving.
Answering a number of guest requests during a given timeframe when pressured by time increased my confidence level and ability to problem-solve. This is an area I hope to continue to grow in.
