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The food and beverage sector is a vital segment of the tourism sector of the UK, with an enhanced contribution to the Gross Domestic Product of the nation. The combined agri-food chain in the UK has a contribution of approximately 146.7 billion to the national economy (GOV.UK, 2025). Hence, the food and beverage sector holds a prominent significance for the British government. The following assignment will be created with the intent of exploring the food and beverage services fostered by Leonardo Hotel East Midlands Airport. I identified that the above hotel is situated in Derby, UK. The hotel has around 164 rooms, lavish and well-ventilated rooms, and has been facilitating restaurant and bar services (Leonardo Hotels, 2025). The beverage and food services have been facilitated for the customers at any time span, as I was informed. Hence, comprehensive lunch, breakfast and dinner services are accessible to the guest. The key delicacies within grill sections include sandwiches, pizzas, burgers, salads and many more. The bar services include cocktails, soft drinks, wines and many more (TripAdvisor, 2025). The department within the above hotel includes customer service, operations management, marketing and many more. Hence, my placement hotel is the Leonardo Hotel, which is located in Derby, UK. It will help me to accomplish higher productivity in my professional career. 
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Leonardo Hotel is known for comprehensive hospitality services encompassing room services, bar and restaurant services and many more (Leonardo Hotels, 2025). I have identified that the business has been effective in delivering quality customer services. It has been holistically addressing the consumer demands and has been rapidly upgrading the services. While engaging with the business as a housekeeping staff, I get to know the mechanisms and procedures adopted by the business towards integration of the departments such as operations, management, finance, quality control and many more. However, there are certain issues which have been affecting the productivity of the business. Hence, I have witnessed a mixed experience from the proposed job role at Leonardo Hotel.

Gibbs Reflective Model 
Problem Description
Reflection is perceived as an enriched mechanism for individuals to evaluate the shortcomings and strengths, which can foster continuous learning (Hashim et al., 2023). There is a varied set of reflective frameworks and are commonly employed by learners to expedite improvements from the assessment of past events. These include Kolb's reflective cycle and Gibbs' reflective cycle. I have identified Gibbs' reflective model as the pertinent framework which fosters a comprehensive evaluation of the challenges. It comprises six major aspects or phases in the framework, which are subsequently addressed for maximising learning experience. The primary stage of the above framework is the explicit description of the strategic events carried out in the past learning. I joined Leonardo Hotels in the housekeeping and customer service department, which allowed me to directly serve the guests and to timely resolve the issues of the customers. My role in the above hotel is to maintain greater operational efficiency in the services by frequently addressing individual guests through virtual and physical communication. However, I have identified a lack of sustainability as a prominent concern for the business, which has been affecting overall organisational performance. 


Feelings
The second stage within Gibbs' reflective cycle is displaying the evoked feelings in the experience (Hashim et al., 2023). I felt enthusiastic about engaging in team and collaborative practices. Team collaboration is deemed highly essential within the hospitality sector as it combines the resources and efforts towards the upgradation of the customer service. However, some of the issues with sustainability and customer service have displeased me and have hampered my trust towards the management. I identified frequent food wastage in the business, which has been in contradiction with the sustainability and inclusivity commitments. 

Evaluation
The third step of the above framework is the evaluation of the potential issues. I have identified that there are several issues associated with the customer service and sustainability functions of Leonardo Hotel. I have ascertained that the staffs within the customer service has enormous deficiencies in the skills to bring in sustainable principles and practices in the operations. I have witnessed non-alignment of the staff with the existing resource requirements, which has affected the customer service. Lack of communication in resource handling and stock management between the pantry staff and the operational manager is known to have aggravated the proposed issue (Johnston et al., 2012). Hence, it seems quite unrealistic for the business to handle sustainable hospitality operations and the accomplishments of the sustainability commitments. In addition to that, limited obligations and accountability of the employees have been contributing towards excessive resource wastage and underutilisation of the human resource (Hagg, 2013). 

Key challenges and subsequent implications
The fourth stage of the Gibbs learning reflection model involves a comprehensive assessment and analysis of the shortcomings (Hashim et al., 2023). I carried out my job role within the housekeeping and customer service domain, which enabled me to acquire a diverse set of skills. However, a variety of collective challenges have influenced my productivity. I was entrusted with the role of administering the customer service department to strengthen the holistic efficiency in guest service. However, I identified that my leadership competence has depreciated noticeably, and I have been unable to mobilise and consolidate the group towards customer service delivery. Leadership is seen as a strategic dimension in the business which assists in handling complex projects. I have identified that stringent leadership among employees is beneficial for the business to capitalise on the assets and human resources for rampant market growth. I also need to raise my sustainability alignment to enhance my ability to drive productivity in community engagement and environmental welfare practices. Also, proficient communication is requisite for me to raise my competence to represent the issues in front of the authorities in an articulate manner.

Findings and Action Plan 
The fifth phase of the Gibbs reflective model is presentation of the conclusive information of the reflective learning journey (Hashim et al., 2023). I have identified that a lack of leadership has been a key aspect behind the decline in customer service productivity. Limited accountability and reduced confinements in the employees lifted the ethical obligations, which deviated the business from the sustainability path.  Leonardo Hotel is identified as a brand which focuses on holistic customer services with on-site facilities of room services, restaurants, bars and many more. However, food wastage has been noticeable in the business, which is attributed to a lack of sustainability skills. These issues need to be addressed through a concerted action plan. The self-determination theory proposed by Horton Cooley can be employed by advocates for constructive strategy development. 
The sixth stage includes the development of a pertinent action plan (Pieper et al., 2021). I will tend to enhance the leadership traits through concerted mentorship and feedback from peers. In addition to that, I will enrich my team collaboration skills through indulging in group activities. I will also enrol in a customer service enhancement course to drive operational performance. 

Conclusion
Food and beverage operations are identified to encompass diverse skills and practices, including customer service and many more. The above assignment has been created to reflect on the key food and beverage operations carried out by Leonardo Hotel East Midlands Airport. In that context, I have reflected on the key operational challenges and skill deficiencies in the staff, which have resulted in the shortfall in customer service. In that context, I have employed the Gibbs reflective model in the determination of associated challenges in the hospitality services of the business. It has been ascertained that the business has been lagging behind sustainability obligations, which has restricted the business from achieving a competitive edge in the hospitality sector. I have identified that lower awareness of the employees towards ethical and sustainable practices has resulted in performance deficiency. Eventually, an action plan has been developed to address the skill barriers for steady career growth.
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Learning objectives
· To evaluate the food and beverage operations of Leonardo Hotels.
· To reflect on the customer service skills and its relevance in the food and beverage sector.
· To develop pertinent strategies to address skill deficiencies. 
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