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1. Introduction

During my internship, I was assigned to the Novotel Liverpool City Centre, a contemporary, medium-scale hotel for business and leisure travellers. Hotel's food and beverage (F&B) department comprises a full-service restaurant, a vibrant lounge bar and in room dining options, all of which are carefully designed to meet the brand's quality and service standards. This placement provided me with a rewarding opportunity to become familiar with the operational practices, guest interaction and supervisory responsibilities in a fast-paced, high-pressure hospitality setting. My three main learning objectives consisted in developing leadership and decision-making abilities, improve communication and enhancing teamwork in a fast-paced service environment, and to critically apply theoretical knowledge into practical application
2. Section 1 – Role Reflection

To support my critical evaluation, I used Schon's model of reflective practice, which includes: reflection in action and reflection on action. This framework allowed me to analyse my behaviour and my responses and decisions during work events, while at the same time considering their outcomes in order to improve my future performance (Jones, 2024).

During my placement, I have been employed as a food and beverage assistant, which included arranging serving areas, handling customer orders, maintaining hygiene standards and interacting with kitchen staff as well as supervisors. Although I wasn't formally attributed in a supervisory role, I was frequently required to make independent decisions, such as reassigning tasks during busy times and efficiently responding to customer complaints.

Being an effective supervisor in Food and Beverage setting, requires a combination of leadership, communication, flexibility, adaptability and problem solving (Stangl et al., 2024)). I have identified my communication and adaptability as two of greatest strengths, especially when addressing specific customer concerns or when team dynamics were changing. However, I also became conscious of my reluctance in taking on leadership responsibilities and in offering feedback to my colleagues, which suggests a particular need to improve my assertiveness and trust in management interactions (Sutton, 2021).

A noteworthy example of providing effective supervision occurred during a breakfast service. The supervisor promptly reassigned staff responsibilities when an unpredicted group of tour coaches arrived, preventing any delays and assuring a pleasant experience for arriving guests. This particular incident proved how quick decision-making and good communication can minimise operational stress. On the other hand, the absence of a supervisor during a private event caused confusion in arranging tables, service delays and guest dissatisfaction. This has strengthened the vital role of supervision to coordinate team efforts and maintain service standards (Varma, 2025).

To address the identified weaknesses, I plan to engage in formal supervision training, request feedback from senior colleagues and seek opportunities to proactively seek opportunities to supervise small group duties (Shefman and Radimer, 2023). These actions are aimed to reinforce my leadership profile and equip me for senior roles in the Hospitality industry.
3. Section 2 – Development Journey

Considering my professional development, this placement highlighted a significant progression when compared to my previous experience. My first placement was in a smaller, with less guests and a more informal structure. In contrast, Novotel operations are driven by rigorous service protocols, a well-defined hierarchy, and a constant flow of guests, requiring a higher level of professionalism, responsiveness, and adaptability (Accor, 2024). This transition gave me experience with different operational systems and made me face new situations, which really helped me build my self-confidence.

Food and Beverage Operations (Level 4) provided me with essential knowledge of health and safety protocols, workflow efficiency, and customer service standards, all of which were directly applicable during my placement. Furthermore, the Sustainable Hospitality and Tourism Management module (Level 5) allowed me to critically engage within the hospitality sustainability practices of a hotel, such as using local ingredients, reducing plastic use, and adopting energy-saving technologies. These insights are supported by relevant literature, which promotes sustainable practices as a competitive advantage in the contemporary hotel environment (Deloitte, 2024).

By combining academic theory and practical experience, I have gained a deeper understanding of the organisational challenges and skills necessary to manage the hotel departments that engage with guests directly. My trust, critical thinking, and leadership have visibly improved, validating the importance of experiential learning in higher education (Croft and Wang, 2023).
4. Section 3 – Service Improvement Proposal

During my placement, I identified the breakfast serving time as an area for operational improvement. In particular, speed and coordination of customer service during rush hour was often below the standards expected. The complaints from customers frequently mentioned long wait times and the inconsistent availability of personnel, while internal feedback indicated the need for more solid planning and better communication between kitchen and restaurant staff. To address these problems, I suggest a strategy for improvement in three dimensions.

 First, to implement a pre-order system for breakfast using the hotel app or at check-in, would allow the kitchen to forecast the demand and reduce the service delays (Penetra, 2023). Secondly, staff training to accomplish duties in the front desk, as well as in the restaurant, would increase flexibility and responsiveness, particularly during unexpected absences of employees (Lozier, 2025). Finally, by equipping the restaurant staff with real-time communication devices, such as portable ordering devices, would facilitate interactions with the kitchen and decrease potential errors. These recommendations are in line with the contemporary research which claims digitisation and staff agility as major determinants contributing to service efficiency (Vinnakota et al., 2022). 

By implementing more efficient staff training, service systems and communication systems, Novotel's Food and Beverage department can significantly increase customer satisfaction and decrease their operational frictions (Buhalis and Moldavska, 2022). These improvements could also contribute to fulfil the brand-level performance benchmarks, such as service speed, customer retention and feedback ratings, which are all an integral part of the long-term business success (Sandy, 2025).
5. Conclusion

My placement at Novotel Liverpool City Centre was essential in modelling my professional skills and academic knowledge and understanding of Food and Beverage (F&B). It was a valuable opportunity to incorporate theoretical knowledge with the practical experience, especially in areas such as supervisory responsibilities, communication in a team, and service delivery whilst working under pressure. By engaging in reflective practice, I was able to critically evaluate my work performance, identify my core strengths in terms of resilience and communication, and also identify areas that require additional development, especially in terms of leadership assertiveness and decision-making initiative. The placement also enhanced my understanding of how operational processes are aligned with brand standards and customer expectations.

Most importantly, the opportunity to compare this placement with my prior level 4 experience has allowed me to evaluate my professional and personal growth, especially in terms of managing complex and varied environments. The proposal for improvement that I devised was grounded on practical observations, but also academic research, which reflects my increased capacity to think analytically and to propose practical solutions. Altogether, I feel that I have met my learning objectives with success and am now more prepared for upcoming leadership positions in the Hospitality industry.
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