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During my 10-week Level 6 placement at the Mercure Thame Lambert Hotel, I was exposed to the daily operations of the Food and Beverage (F&B) department, which is one of the most important areas of guest interaction and revenue creation for the hotel. The hotel offers high-class F&B with its AA Rosette-awarded restaurant, conventional bar with classic British food, and flexible conference catering facilities. The menus range from à la carte and breakfast buffets to formal dinners and customised event menus, appropriate for both leisure and corporate visitors.
When starting my placement, I established three key learning outcomes:
· To understand supervisory requirements in a well-functioning F&B department.
· To establish interpersonal and conflict resolution skills in guest interaction scenarios.
· To bring academic theory to practice, particularly in the sustainable delivery of services and coordination of staff.
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In reflecting on my learning and role, I have utilised Gibbs' Reflective Cycle (1988), which consists of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.
Description: During my Level 6 placement at the Mercure Thame Lambert Hotel, I was assigned the role of Food & Beverage Assistant Supervisor. The hotel's F&B section offers a modern dining experience with a full-service restaurant, a lounge bar, and conference and wedding function catering. Coordinating breakfast and dinner service shifts, supporting floor staff, liaising with the kitchen team to prepare food early, dealing with complaint calls from the guests, and ensuring hygiene and safety compliance were some of my daily responsibilities.
Feelings: Early on, I was daunted by the rapid pace of business, especially with breakfast rushes and weekend party catering. I hesitated during task assignment to more-experienced personnel. But as I became at ease with operations and received encouragement from co-workers, I came to enjoy the responsibility (ASET, 2013). I was particularly boosted when I successfully turned around a complaint from a wedding guest about a slow vegetarian dish. This gave a sense of contribution and empowerment to the team.
Evaluation: Certain supervisory skills were required for the job. I found that good communication and adaptability were essential, especially when staff members were being swapped between shifts due to unavoidable absence. My skill was problem-solving under pressure, particularly balancing guest satisfaction against operational limitations.
A good example of supervision was when there was a corporate brunch event. The manager used a brief pre-shift briefing and assigned tasks to every team member based on their proficiency. The service ran smoothly, and the customer comment was greatly positive (O’fallon and Rutherford, 2010). Conversely, I saw ineffective communication at a Friday evening rush hour when a team member left behind an order of wine, and no one took the initiative to cover the mistake. The delay led to a formal complaint, and the reactive rather than proactive role of the supervisor impacted team morale and customer satisfaction.
Analysis: The requirement of situational leadership (Hersey & Blanchard, 1969) became evident on my placement. The best supervisors adapted their style of leadership to the immediacy and task complexity and the capability of staff. Leaders who used transformational leadership—encouraging, inspiring, and communicating openly—produced better team coordination and guest satisfaction outcomes (Haag, 2013).
My experience also confirmed Mintzberg's Managerial Roles (1973), specifically the leader, disturbance handler, and liaison roles. As a developing supervisor, I had to handle interpersonal relationships and interruptions such as late deliveries or substandard performance on a real-time basis. My theoretical knowledge from earlier modules allowed me to see these concepts in actual life.
Conclusion: This deployment allowed the linking between practice and theory. I understood better skills and behaviour to be an effective supervisor, particularly the need to communicate openly, be emotionally intelligent, and be an adaptive leader. My customer relations and critical thinking are strong, but I must keep improving assertiveness and team leadership under pressure.
Action Plan: To further develop my supervisory skills, I plan to:
1. Improve assertiveness via a communication leadership workshop or team projects with an expectation of leading a peer group.
2. Improve emotional intelligence via active listening, maintaining an interaction journal with colleagues and visitors, and reflecting upon how to manage emotions when under stress.
3. Apply situational leadership in future roles via the recognition of members' competencies and adjusting my leadership style accordingly (Gardiner and Reefke, 2020).
4. Seek supervision by experienced supervisors in my next job or placement to get structured feedback on my progress as a leader.
5. Pursue academic reading in hospitality leadership, particularly in service operations, to stay up to date with new management methods (Bassot, 2020).
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Comparison to Level 4 F&B Placement:
My Level 4 posting was in a value hotel that offered a basic F&B operation—primarily buffet with minimal guest contact. Mercure Thame Lambert, on the other hand, is a more upscale, family-owned franchise with a focus on customer experience and gourmet service. Standards were higher, and I was exposed more to supervision at Level 6.
The greatest differences were:
· Operations complexity: Mercure had over one F&B segment (restaurant, bar, events), whereas in my Level 4, I was restricted to breakfast service.
· Customer expectations: Customers in Mercure expected tailored service, which necessitated improved communication skills.
· Technology usage: In Mercure, I utilised EPOS systems and stock software, something I had never used before in my earlier placement (Vallen and Vallen, 2014).
Reflection on Modules
Level 4 – Food & Beverage Operations: Through this module, I gained experience in menu design and service sequence. In hindsight now, table layout and flow at Mercure were formalised more than what I had established in my Level 4 assignment, with no provision for high-volume service logistics or hybrid staffing. My understanding of standard operating procedures (SOPs) and table-turn strategies has moved from theoretical to practical (Schmidgall, 2016).
Level 5 – Sustainable Hospitality & Tourism Management: This module was centred on green operations and CSR. Some examples of Mercure's activities include the use of recyclable takeaway packaging, procurement of regional produce, and reduction in plastic usage in F&B products (Cousins and Weekes, 2020). Compared to the hotel I researched for Level 5 (a chain in Dubai employing solar kitchen technology), Mercure's effort is modest but feasible. One "greener practice" I came across—composting food waste—can be piloted at Mercure in collaboration with regional farms.
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Identified Area for Improvement:
One key area of improvement at Mercure Thame Lambert is guest service speed during busy occupancy breakfast hours, especially weekends. I kept encountering repetitive delays in coffee refilling, table clearing, and buffet replenishment.
Rationale:
Over my first three weekends, I noticed that:
· Staffing was typically insufficient.
· New staff were not familiar with the staffing layout and guest flow.
· Coffee machines, on average, had too many tables sharing them, creating bottlenecks.
· Colleagues also informed that pre-service briefings on weekends were typically skipped, weakening the cohesiveness of the services (Martin, 2020).
Improvement Plan:
Pre-service Briefing Implementation: A 10-minute conference before each shift to allocate zones, determine the number of guests, and allocate floaters to fulfil refill requests. Conducting pre-shift meetings improves employee coordination and accountability (Walker, 2014).
Zone-based Service System: Divide the restaurant into 3–4 zones with waitstaff designated to work each zone. This increases ownership and productivity.
Cross-Training for Flexibility: Cross-train part-time employees for buffet upkeep, table serving, and POS handling to alternate tasks as required.  The cross-training enhances staff flexibility and guest satisfaction during peak periods.
Enhancing Performance Standards: Employees have to be measured not only on efficiency but consistency and customer feedback. Having clearly defined KPIs (for example, table turn time, refill time, customer scores) and providing constructive guidance can actually enhance the level of service (Williams, Spiro and Woolliams, 2020).
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This Mercure Thame Lambert Hotel placement has been a significant factor in shaping my professional and personal development in the F&B sector. I achieved two of my three learning objectives: I gained a good understanding of supervisory responsibilities and an increased level of communication (Wood, 2013). Although I improved on conflict resolution with visitors, I know that pressure leadership needs to be further improved. Utilising Gibbs' Reflective Cycle allowed me to consider my experiences and identify specific areas for enhancement. This was contrasted with my Level 4 and 5 modules to tie practice and theory together. Lastly, by identifying service speed as an area for improvement and proposing real-world solutions, I demonstrated how critical reflection can lead to operational improvement. I leave this placement more confident, professionally aware, and dedicated to ongoing learning in hospitality management.
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