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Introduction
During my Level 6 placement at Novotel London Bridge, I was assigned to the Food & Beverage (F&B) department, which forms a critical pillar of the hotel’s operational and guest satisfaction strategies. Novotel London Bridge, part of the Accor Group, positions itself within the upscale hospitality segment and offers a multifaceted F&B service. The hotel includes the “Gourmet Bar & Restaurant,” which blends a casual dining atmosphere complemented by a globally inspired menu, 24-hour room service, and a comprehensive breakfast buffet. Additionally, the hotel supports corporate and private events through tailored catering services.
In preparation for this placement, I established three core learning objectives:
1. To consolidate my understanding of supervisory responsibilities and leadership theory in F&B operations.
2. To develop critical competencies in problem-solving and communication within a dynamic, guest-facing environment.
3. To evaluate the implementation of sustainable practices in F&B operations using theoretical frameworks explored during prior academic studies.

This reflection employs Gibbs’ Reflective Cycle (1988) as a structured model for critical analysis. Gibbs’ model facilitates reflection through six stages: description, feelings, evaluation, analysis, conclusion, and an action plan.
Section1: Description and Role Context
In my role, I assist the staff with breakfast service and support various tasks across the Food and Beverage department to ensure seamless operations. My responsibilities extend beyond just serving breakfast, as I actively contribute to maintaining a high standard of service throughout the day.
During breakfast service, I ensure that guests receive timely and attentive service by assisting with food preparation, setting up the buffet, and replenishing items as needed. I also take care of guest requests, ensuring they are met promptly and courteously. This includes accommodating dietary preferences and ensuring that all dishes are fresh and properly presented.
In addition to breakfast duties, I offer support in other areas of the Food and Beverage department. This includes helping with lunch and dinner services by assisting with table setups, food plating, and helping servers and kitchen staff. I also ensure that dining areas are kept clean, organized, and fully stocked with necessary items.
I frequently collaborate with management and colleagues to address any operational issues, ensuring smooth service flow. I assist in organizing stock and maintaining inventory, which involves checking supplies and making sure everything is ready for the next shift. My role also includes handling guest feedback, ensuring any concerns are promptly addressed, and contributing to a positive and welcoming dining experience for all guests.
Overall, my role is essential in maintaining a high standard of service, supporting the team, and ensuring that every aspect of the Food and Beverage department runs efficiently and smoothly.

Evaluation and Analysis
Effective supervision in hospitality is underpinned by capabilities in leadership, communication, adaptability, and problem-solving (Baum, 2015; Davis et al., 2018). Through this placement, I identified communication as a personal strength, particularly in resolving service coordination issues between the kitchen and front-of-house staff. However, I recognised a limitation in my ability to manage emotionally intense complaint scenarios assertively. This aligns with Goleman’s (1998) concept of emotional intelligence, which highlights the importance of self-regulation and empathy in service leadership roles.
The application of Situational Leadership Theory (Hersey & Blanchard, 1982) was particularly useful in my practice. I realised that effective supervision required adapting my leadership style based on staff experience levels and situational demands. For instance, training a new recruit during a quiet period required a directive approach, whereas managing a seasoned team during breakfast service called for delegation and trust.

An instance of effective supervision occurred during a high-volume breakfast shift. A senior supervisor swiftly reassigned roles when a team member called in sick. This rapid reorganisation, grounded in familiarity with team competencies, ensured a seamless service flow, highlighting the benefits of adaptive leadership.
Conversely, an example of ineffective supervision was observed during a corporate function when dietary requirements were not communicated to the kitchen. This oversight led to guest dissatisfaction and reinforced the operational necessity of structured pre-shift briefings and interdepartmental coordination (Jones & Lockwood, 2002).
Action Plan for Professional Development
To address identified areas for improvement and further my professional growth, I propose the following:
· Enrol in Accor’s internal leadership development programme to deepen supervisory competencies.
· Conduct monthly role-play scenarios focused on conflict resolution to build assertiveness.
· Establish a mentoring relationship with the F&B manager to receive structured feedback.
· Maintain a reflective journal to monitor development and adapt strategies.
· Undertake independent study on time-motion management to improve real-time decision-making.
· Subscribe to industry publications to remain informed of evolving F&B trends and practices.

Section 2: Development Journey
Comparing my current Level 6 placement to my Level 4 experience at the same hotel, I noted substantial development in both operational scope and critical awareness. In my earlier placement, my focus was predominantly task-oriented delivering plates accurately, following SOPs, and learning basic guest interaction protocols. In contrast, my Level 6 role demanded strategic thinking, guest satisfaction analysis, and leadership.
A significant shift occurred in my emotional and cognitive approach to feedback and team dynamics. Previously, I internalised feedback emotionally; now, I view it as an opportunity for performance refinement a progression aligned with Goleman’s emotional intelligence framework.
Furthermore, my learning from the Level 5 module Sustainable Hospitality & Tourism Management critically informed my evaluation of the hotel's sustainability practices. Novotel’s Planet 21 programme, which leverages POS data to reduce food waste, appears progressive at a strategic level. However, operationally, I observed limited staff engagement in sustainability behaviours. For instance, there was minimal reinforcement of portion control or food repurposing initiatives at the staff level, a gap highlighted in Legrand et al. (2017).
Reflecting on my Level 4 Food & Beverage Operations assignment, I now view my proposed fine-dining, sustainability-focused menu as misaligned with Novotel’s casual, high-volume positioning. However, the core concepts—local sourcing, reduced food miles, and seasonal availability—remain relevant and adaptable within this context (Kotschevar & Teodosic, 2001).

Section 3: Service Improvement Proposal
A clear operational challenge during my placement was service speed during breakfast hours, where delays in hot drink delivery were a consistent source of guest dissatisfaction. Internal audits and staff feedback indicated a bottleneck at the singular coffee machine, which was used for both dine-in and takeaway orders.
Improvement Plan
1. Pre-Shift Briefings: Implement consistent 10-minute pre-service meetings to review roles, anticipate guest volume, and communicate performance goals. This is supported by Sigala (2018), who emphasises the role of daily briefings in fostering operational awareness and engagement.
2. Infrastructure Enhancement: Invest in a secondary coffee machine to reduce the service bottleneck and enable simultaneous preparation of orders, improving throughput during peak periods.
3. Digital Ordering System: Introduce tablet-based or mobile ordering for hot drinks, enabling guests to place orders immediately upon being seated. This aligns with research by Bujisic et al. (2019), which shows that technology integration improves service speed and accuracy.
4. Staff Cross-Training: Develop cross-functional competencies among breakfast staff to reduce over-reliance on key roles and increase operational flexibility.
5. Microlearning Initiatives: Incorporate short training videos or digital quizzes into pre-shift routines to enhance product knowledge and procedural awareness (Hinkin & Tracey, 2010).
6. Real-Time Feedback Mechanisms: Install digital kiosks to capture immediate guest feedback, allowing for prompt corrective actions and deeper guest insights.
Implementing these strategies, supported by Total Quality Management (Evans & Lindsay, 2017), would enhance service performance by making it measurable, reviewable, and staff-inclusive.

Conclusion
This reflective exercise has underscored the transformational nature of my placement experience. Through structured reflection, application of theory, and immersive operational exposure, I have developed a more nuanced understanding of food and beverage (F&B) supervision and service delivery. 
All three learning objectives were met: I advanced my supervisory and communication skills, gained critical insights into service dynamics, and engaged with sustainability from both academic and practical perspectives. As I progress in my career, I intend to build on this foundation with a continued emphasis on adaptive leadership and evidence-based service innovation.
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