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[bookmark: _Toc211401560]Hotel F&B Operation Overview
The current food and beverage (F&B) operating system in The Harlow Hotel by Accor, which is managed by Aimbridge Hospitality since January  2025, is not extensive but operative. Only breakfast is provided to the in-house guests of the restaurant until 10 a.m. with a basic buffet without specialty or fine dining. Breakfast is followed by a simple à la carte menu, which does not have any unique or quality items with regional ingredients. It is an after 5 pm bar which serves drinks and light snacks but no specialty. No outdoor terrace restaurant or fine dining service and the entire menu is composed of simple and guest-focused style as opposed to luxury cuisine. Regardless of these constraints, the level of operations and sustainability adopted within the framework of quality and sourcing locally is congruent with the overall quality and customer-satisfaction of Accor (Perez and Apritado, 2022).
This report will critically review operational and managerial accomplishments of the Food and Beverage (F&B) department at The Harlow Hotel by Accor place during my time at the company and examine how theoretical understanding of hospitality management can be put into practice. It aims at measuring the effectiveness of the operations in the service department, sustainability policies and measures towards customer satisfaction besides determining areas which could be improved.
[bookmark: _Toc211401561]Placement Hotel
In 2025, Aimbridge Hospitality acquired The Harlow Hotel by Accor. Despite the change of ownership, the system of work and quality of offered services were united with the Accor policies. A limited number of management changes were implemented, yet everything related to the overall service quality, the coordination of the staff, and the experience of the guests did not interrupt.
[bookmark: _Toc211401562]Learning Objectives
· To acquire and improve customer service and communication skills and among others handling the guests in real life situations like the morning breakfast service and the evening bar operations particularly answering the customers feedback or service complaints.
· To implement theoretical sustainability, food service, and quality management concepts into a practice through real workplace environment by observing how The Harlow Hotel by Accor ensures the brand standards of quality, local sourcing, and guest satisfaction set by the Accor group of companies regardless of the simplified F&B operating model.
[bookmark: _Toc211401563]Kolb's Reflective Cycle 
[bookmark: _Toc211401564]Concrete Experience (What happened?)
I carried out my placement at The Harlow Hotel by Accor and, because of my experience, my interests in the hands-on aspects of the daily functions of the Food and Beverage (F&B) department were fulfilled. The hotel, which will be under Aimbridge Hospitality, retained the Accor standards on service quality, meaning that operation will not cease, even though the management has been changed. I was mandated to coordinate and process guest orders, table service, and complaints in the restaurant and bar. It had a breakfast buffet till 10 a.m. and a modest a la carte menu thereafter with a bar opening at 5 p.m. to serve drinks and snacks. The most memorable experience that I have gone through was solving a complaint by a guest over a bad preparation of meal. I replaced the dish immediately and gave a free dessert which satisfied the guest. This made me understand that active listening, empathy and problem-solving are very important skills when working in the F&B industry. Also, when working in the busy hours, I understood the value of system in the coordination between the service team and the kitchen one to ensure the seamless operations. The hotel system greatly depended on teamwork since employees took simultaneous orders and guaranteed customer’s timely service. Even though fine dining is not available in The Harlow Hotel by Accor, its small menu and simplified bar services still indicate how Accor focuses on quality, sustainability, and the satisfaction of its guests (Perez and Apritado, 2022). Ordering systems and inventory tracking software were also employed to ease the working process and reduce mistakes within the hotel (Rana and Meena, 2026).
[bookmark: _Toc211401565]Reflective Observation (What was good or bad about the experience?)
The fact that I was able to work with a cooperative and experienced team was a significant benefit of my placement. The service delivery was also good, and the leadership and planning were reflected in that the quality of service did not change even there the management changed. Responding to the complaints of guests effectively provided me with confidence in my management skills of service recovery. IT is consistent with the outcomes of Cousins et al. (2019) asserting that responsiveness and professionalism are the main elements of guest satisfaction. Besides, I loved the way the staff members stood by one another in the stressful service hours and they were calm and well-coordinated. I suggested the adoption of a real time order tracking system that could be available to both the departments, which my supervisor R. was very much in support of. This experience proved that having effective channels of communication is critical in smooth operations of services, particularly in a stressful atmosphere such as F&B.
[bookmark: _Toc211401566]Abstract Conceptualization (What did I learn from the experience?)
The placement enabled me to relate the theoretical learning of my academic units during level 4 including Food and Beverage Management and Sustainability in the Hospitality Industry with practice. I was able to observe the application of sustainability principles through the local sourcing and wastage reduction. As it is consistent with Legrand et al. (2022), who note that nowadays, sustainable operations remain at the core of the hospitality business. The orientation of the hotel on decreasing waste and obtaining of local ingredients was in line with the sustainability goal of the Accor and the best practice across the industry (Régnier et al., 2022). An additional lesson on the topic of leadership and teamwork was working with my supervisor, R. I learned that effective leadership guarantees viability and efficiency of teams in their peak seasons. This coincides with Cousins et al. (2019) directly when they say that the morale of employees is affected by an effective leader and improves the quality of the service. Moreover, as indicated by Pandey (2023) that reliability in service delivery is very important to brand recognition, whether a hotel is small or big and what kind of service delivery it provides. 
[bookmark: _Toc211401567]Active Experimentation (How can I apply this in the future?)
As a future hospitality professional, I will implement the lessons of Level 4 as I would ensure that effective communication, leadership, and sustainability are prioritized in the hospitality business. In my advice, I would consider a digital order management system, which will enable the kitchen and service teams to implement updates on a real-time basis, enhancing faster order processing and minimizing misunderstanding. Research indicates that smart solutions regarding operations are necessary to enhance guest satisfaction and accuracy. I will also promote continuous leadership and teamwork training since effective leadership promotes cohesiveness, responsibility, and service accountability (Perez and Apritado, 2022). Pre-shift and post-shift team meetings might also improve the communication and point to the areas of improvement. Finally, sustainability will be one of my future career priorities. Since Legrand et al. (2022) propose that eco-friendly actions, like sourcing local and in-season food and cutting down on wastes, boost environmental and brand performance, their implementation is strengthening. 
[bookmark: _Toc211401568]Conclusion
[bookmark: _Toc211401569]In conclusion, it can be stated that the placement in The Harlow Hotel by Accor has been an invaluable learning experience and has helped me understand how F&B business works and how the theoretical concepts can be implemented in practice. It has also enabled me to achieve some of the best customer services, time management and coordination of team’s skills that I would later apply in my future career. 
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