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1. [bookmark: _Toc213084204]Introduction

My Food and Beverage placement took place at CASA Kitchen & Bar, Tŷ Hotel Newport, part of The Celtic Collection, a four-star hotel serving business and leisure guests in South Wales. CASA, the hotel’s signature restaurant, offers à la carte and buffet breakfast from 06:30–10:00 on weekdays and 07:00–10:30 on weekends (Tŷ Hotels, 2025). The restaurant reflects the brand’s focus on consistency, local sourcing, and sustainability, including portion-control production and a zero-waste-to-landfill policy (Celtic Collection, 2025).
During my two-week placement under Michael (F&B Manager) and Thomas (F&B Supervisor), I supported table service, buffet replenishment, and guest liaison. This learning log analyses how theoretical knowledge from Food and Beverage Operations, Sustainability in Hospitality, and Personal Resourcing and Development was applied in practice. It evaluates how service quality, teamwork, and sustainable management operated within a real hospitality setting, drawing on Johnston et al (2012), Rutherford and O’Fallon (2007), and Walker (2021) to demonstrate the integration of theory with workplace performance.
2. [bookmark: _Toc213084205]Main Body

[bookmark: _Toc213084206]2.1 Observation and Experience
Breakfast at CASA began with a 06:15 team briefing led by Thomas (F&B Supervisor), followed by service from 06:30–10:00 for hotel and external guests (Tŷ Hotels, 2025). I observed how structured planning and clear task allocation supported efficiency and guest satisfaction. The briefing covered expected covers, table zoning, allergen reminders, and temperature checks, demonstrating effective coordination. Johnston et al (2012) note that successful service operations depend on integrating preparation, service, and recovery—clearly visible at CASA.
Each team member had defined roles—coffee service, buffet checks, clearing or greeting—maintaining consistency despite peak demand. Thomas’s participative supervision promoted feedback and motivation. Rutherford and O’Fallon (2007) argue that such engagement strengthens morale and performance. My experience confirmed that proactive leadership and preparation are essential to managing peak pressure, aligning with Walker (2021), who highlights teamwork and communication as key to guest satisfaction.

[bookmark: _Toc213084207]2.2 Communication and Teamwork
Continuous communication between front- and back-of-house was maintained through radios, verbal updates, and the pass area. This clear command chain ensured rapid responses and smooth service. Rutherford and O’Fallon (2007) emphasise that such systems minimise delays. During peak periods, servers rotated tasks, mirroring Johnston et al (2012) on cross-functional coordination as a driver of reliability. I also worked alongside Deepy (Front-of-House Staff), whose guest-interaction skills improved my communication and time management, reflecting Walker’s (2021) guest-centred service principles. Thomas’s participative leadership encouraged open feedback and team cohesion, consistent with Walker (2021) and Cousins, Lillicrap and Weekes (2020), who link communication and teamwork to service excellence.

[bookmark: _Toc213084208]2.3 Consistency, Service Standards and Training
Consistency formed the foundation of service quality at CASA Kitchen & Bar, where every breakfast service followed a structured routine under the supervision of Thomas (F&B Supervisor) and Michael (F&B Manager). Each morning, the supervisor checked buffet presentation, temperature logs, and table set-ups before opening. These actions reflected The Celtic Collection’s brand policy of delivering uniform guest experiences across all properties (Celtic Collection, 2025). The team adhered to detailed checklists and daily briefings that promoted accountability and reduced variation in performance.
Cousins, Lillicrap and Weekes (2020) emphasise that systematic training and adherence to standard operating procedures ensure guests receive consistent service, irrespective of who performs the task. New employees at CASA completed a concise induction and shadow-training programme, aligning with this principle. Similarly, Hagg (2013) highlights the importance of structured mentoring during work-based learning to maintain professional standards and staff motivation. The supervisors’ active monitoring mirrored the Total Quality Management (TQM) approach discussed by Johnston et al (2012), which views continuous improvement as everyone’s responsibility.
Through this approach, I observed that consistency in service standards not only enhanced guest satisfaction but also reinforced the team’s sense of professionalism and pride—key attributes in sustaining a high-quality food-and-beverage operation.
[bookmark: _Toc213084209]2.4 Guest Feedback and Problem Handling
Guest feedback at CASA Kitchen & Bar was gathered through multiple channels, including direct conversation during breakfast, comment cards, and online reviews on Google and TripAdvisor. Management regularly discussed these insights at morning briefings, ensuring that patterns in feedback informed service adjustments. This reflective culture aligns with Johnston et al (2012), who emphasise that guest comments are a critical component of service‐recovery systems within continuous-improvement cycles.
During my placement, I observed one incident where a guest reported that the scrambled eggs were overcooked. Thomas (F&B Supervisor) immediately apologised, informed the Head Chef Panos, and replaced the dish within minutes. The guest responded positively and later praised the quick reaction. This approach demonstrated empathy and accountability, echoing Ali et al (2023), who found that prompt and fair recovery actions significantly enhance repurchase intentions and guest loyalty. It also illustrated the “moment of truth” principle described by Walker (2021), where every staff interaction shapes perceived service quality.
By witnessing these practices, I developed stronger confidence in handling feedback professionally. I learned that consistent communication, emotional intelligence, and prompt resolution transform potential service failures into opportunities for trust and retention—an outcome also reinforced by Rutherford and O’Fallon (2007) in their analysis of managerial responsiveness.
[bookmark: _Toc213084210]2.5 Sustainability and Waste Management
Sustainability is a central operational principle at CASA Kitchen & Bar, aligning with The Celtic Collection’s corporate goal of achieving zero waste to landfill and diverting all food waste to anaerobic digestion (Celtic Collection, 2025). During my placement, food waste was logged daily after breakfast, with portion control and small-batch cooking used to minimise over-production. Staff were encouraged to separate waste at source and recycle packaging, reflecting a company-wide sustainability culture supported by guest-facing communication in the restaurant.
These initiatives correspond with WRAP (2025) recommendations for the hospitality sector, which advocate monitoring waste streams and adopting lean production to reduce environmental impact. The restaurant’s use of LED lighting and induction equipment also aligns with energy-efficiency guidance from the Sustainable Restaurant Association (2023). According to Johnston et al (2012), sustainable service operations integrate environmental objectives within quality-management systems, ensuring that resource efficiency and service quality reinforce one another.
Although CASA’s current practices are effective, improvements could include clearer buffet signage for vegan and allergen-free options and a SMART target to reduce buffet waste by 15 % over the next month. Such visible initiatives would raise guest awareness while supporting cost control and environmental stewardship.
[bookmark: _Toc213084211]2.6 Challenges and Learning Outcomes
The breakfast service at CASA Kitchen & Bar often faced operational pressure during peak occupancy, particularly when two or more coach groups arrived simultaneously between 08:00 and 09:00. Managing food temperature, presentation, and service speed during these periods was demanding. Staffing levels occasionally fell below optimal ratios, intensifying workloads and testing communication between kitchen and front-of-house teams. According to Rutherford and O’Fallon (2007), maintaining service flow under high demand requires precise forecasting and leadership that balances delegation with hands-on support—qualities consistently displayed by Thomas and Michael.
These challenges created valuable learning opportunities. I developed resilience, prioritisation, and calm decision-making when coordinating buffet replenishment and guest seating. Johnston et al (2012) emphasise that operational learning occurs when staff convert real-time problem solving into process improvements, while Anon (2010) notes that reflective practice in work-based learning enhances professional growth. By the end of my placement, I could anticipate service bottlenecks, support colleagues proactively, and apply feedback constructively. The experience strengthened my leadership confidence and showed how efficiency, adaptability, and communication underpin excellence in Food & Beverage management.
3. [bookmark: _Toc213084212]Conclusion

My placement at CASA Kitchen & Bar, Tŷ Hotel Newport, provided authentic exposure to the operational and managerial realities of hotel food-and-beverage service. Working under Michael (F&B Manager) and Thomas (F&B Supervisor) showed how structured planning, communication, and consistency transform theory into practice. Daily briefings, temperature controls, and teamwork exemplified the integrated service systems that Johnston et al (2012) describe as essential to quality management in hospitality.
Service-recovery experiences revealed that empathy and prompt action safeguard guest satisfaction, while the hotel’s alignment with The Celtic Collection’s sustainability policy demonstrated how environmental responsibility complements brand quality standards. These experiences strengthened my leadership awareness, decision-making, and ability to evaluate performance objectively.
Reflecting on my progress, I recognise that applying theoretical concepts in real service contexts fulfils the purpose of work-based learning outlined by Anon (2010)—transforming experience into professional competence. This opportunity enhanced my communication, teamwork, and analytical skills, confirming readiness for supervisory responsibility within hospitality operations.
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5. [bookmark: _Toc213084214]Appendix: Learning Objectives and Reflection

[bookmark: _Toc213084215]5.1 Learning Objective 1
 To enhance teamwork and communication skills during the breakfast operation.
Achievement: Achieved.
Working within the breakfast team under Thomas (F&B Supervisor) and Michael (F&B Manager) enabled me to strengthen both verbal and non-verbal communication. I learned to coordinate efficiently through radio updates, adapt my tone for different team members, and anticipate instructions during peak hours. This experience developed my confidence and ability to respond calmly under pressure, reflecting the teamwork and service-interaction principles discussed by Cousins, Lillicrap and Weekes (2020).

[bookmark: _Toc213084216]5.2 Learning Objective 2
To apply sustainable food-and-beverage management practices.
Achievement: Partly achieved.
I participated in recycling and portion control at CASA Kitchen & Bar. These tasks improved my understanding of how sustainability policies are implemented in real operations. However, I identified areas for improvement, such as clearer buffet signage for vegan and allergen-free options. This aligns with WRAP (2024) and Sustainable Restaurant Association (2023) guidance that visual communication enhances guest engagement in sustainability efforts.

[bookmark: _Toc213084217]5.3 Learning Objective 3
 To develop customer-service skills and confidence in handling guest feedback.
Achievement: Achieved.
By observing how supervisors handled guest complaints and by personally assisting guests with special requests, I learned to communicate professionally and empathetically. This experience reinforced my ability to resolve issues promptly and maintain guest trust. It also reflected the service-recovery model described by Ali et al (2022), highlighting the value of fairness, responsiveness, and genuine care in sustaining guest satisfaction.

