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[bookmark: _Toc200732537]Introduction
My placement has been conducted at Novotel Birmingham. Novotel is a premium hotel, offering an all-day buffet service and 24-hour room service (Accor, 2024). The menu includes local and international dishes, wines, coffees and teas. During my 10-week placement, I worked as a table-service assistant. My role entailed greeting and seating customers, resetting tables, and maintaining contact with kitchen and bar staff. In this report, I will conduct a brief reflection using Gibbs’ (1988) model, analyse my development journey, and propose actions to improve the service at Novotel.
In future, I aim to improve my practice. My learning objectives are:
1. Expand on advanced table service techniques to be able to serve a large number of customers;
2. Improve my communication and problem-solving skills;
3. Apply sustainability principles in food and beverage operations.
These were the principles that informed my reflective practice and plans for action throughout the placement.
[bookmark: _Toc200732538]Section 1: Role Reflection
[bookmark: _Toc200732539]1.1 Description
I worked as a table-service assistant over the course of my 10-week placement at the Novotel Birmingham. My responsibilities were to welcome and seat guests, reset and clear tables, and assist kitchen staff with refilling the buffet line. I was also responsible for manging contact between guests and kitchen staff. I had to inform the other staff members about special requirements and about customers’ feedback. I also coordinated with the Head Waiter to signal table turns in times of demand. 
[bookmark: _Toc200732540]1.2 Feelings
In the beginning, I felt very excited to be able to work for Novotel and use all the theoretical knowledge I have gained about the hotel industry during my degree. At the same time, I felt slightly intimidated. I knew working for such a prestigious company will entail high demands. The speed of work challenged me during the first two weeks. However, I soon became accustomed with the restaurant layout and started to feel more confident. 
[bookmark: _Toc200732541]1.3 Evaluation
During my placement, there were both positive and negative aspects of my performance. I ensure a high level of accuracy and speed in clearing and setting tables. I averaged three minutes per table, which was the recommended time by my manager. Additionally, I ensured hot dishes were always refilled. This helped decline negative feedback from customers by 15%. However, there were also areas of improvement. During busy times, I hesitate to ask for support. This meant I could not serve all customers quickly and they started to feel neglected. Also, there were a few times when I did not know how to prioritise tasks. For instance, I focused too much on turns of tables, instead of interacting with customers. 
[bookmark: _Toc200732542]1.4 Analysis
My experiences serve to illustrate that god customer service in the context of a hotel’s restaurant goes beyond table-service skills. It includes good communication, collaboration, and problem-solving skills. To be a good manager in this environment, one must embrace the characteristics of transformational leadership, which focuses on motivating others, while allowing them to take responsibility over their tasks (Kim and Oh, 2018). The lack of collaboration and communication with other team members can decrease efficiency and guest experience. I was able to use my strengths such as, speed and accuracy of work. However, my collaboration skills can be improved. Increasing my situational awareness and being more outspoken when I needed help would have reduced the pressure on myself and improved the overall service flow (White, 2018).
[bookmark: _Toc200732543]1.5 Conclusion
This reflection made me realise how important it is to communicate and collaborate with others when working in a busy hotel environment. Balancing accuracy of work with these skills will help me became better in this role. 
[bookmark: _Toc200732544]1.6 Action Plan
In order to improve my practice, I aim to implement the following SMART actions:
· Leadership Workshop: Sign up for a hospitality leadership workshop within a month to learn more about being comfortable and confident in a hotel environment (Lockyer, 2017).
· Shadowing: Conduct two one-hour shadowing sessions per week with the Assistant Manager to learn more about staff coordination techniques and decision-making (O’Neill & Mattila, 2018).
· Reflective Writing: Write a brief reflection using Gibb’s model every week of my placement. This will help me integrate learning and monitor improvement.
[bookmark: _Toc200732545]Section 2: Development Journey
Through the Level 4 Food and Beverage Operations module, I had learned about portion control, service sequencing, and buffet layout principles.  I was able to apply some of these concepts during my placement at Novotel in monitoring replenishment cycles, plate presentation to reduce waste, and maintaining the visual of the buffet attractive.  For example, ensuring timely replenishment of hot-food trays, which I learned during the module, resulted in continual availability of food and minimisation of product and labour waste (Lee & Lockwood, 2017). However, my Level 4 menu design assignment focused on local ingredients. Therefore, it could not fully apply what I have learnt during my placement. Novotel is a larger hotel that relies heavily on imported items for its international dishes. However, if I will return for a longer period in future, I aim to convince the management team to find local suppliers. 
As part of the Level 5 Sustainable Hospitality and Tourism Management module, I had explored waste-reduction strategies in hospitality settings and CSR initiatives (indirectly related to waste in the form of distribution of excess items). Novotel's partnership with a local charity to donate excess buffet items aligns with CSR frameworks (Jones, Hillier & Comfort, 2016). However, I noted that guests were generally not engaged in assessing and taking their required portion sizes, in part, this condition has been identified as critical by Okumus, Altinay and Chathoth (2019). Drawing from my sustainable tourism research for case studies and performance metrics, I suggested using informational signage and staff prompts to guide guests when deciding their plate sizes, providing the opportunity for additional waste reduction and improved environmental performance in relationship to Novotel restaurant’ buffet and its environmental actions.
Analysing my learning journey from Level 4 until now, I can see a significant improvement in both my theoretical knowledge and work experience. Nonetheless, I still have areas to improve. After completing my studies, I aim to find a longer placement or permanent position that would allow me to better implement the knowledge I gained through my degree. 
[bookmark: _Toc200732546]Section 3: Service Improvement Proposal
[bookmark: _Toc200732547]3.1 Issue Identification
For breakfast, during high-demand periods, guests were experiencing unnecessary delays of approximately 8-10 minutes due to table clearing and access to the hot station. This issue has created a lot of frustration among guests and eventually led to negative feedback. While it has not significantly impacted Novotel’s image, It think it is important for this to be solved quickly. Otherwise, it could negatively affect the hotel’s image. 
[bookmark: _Toc200732548]3.3 Improvement Plan
In order to improve the service at Novotel restaurant, I propose the following actions:
1. Implement Dedicated Table Cleaners
· Action: Schedule two table cleaners per shift specifically during 07:00–09:30 to work only in table clearance and reset activities. Other staff members may support if available.
· Supporting Literature: White (2018) found that using a specialised system that reduces table-clear times leads to higher guest turnover.
· Anticipated Impact: Lowering customers waiting time to below 2 minutes.
2. Staggered Seating Intervals
· Action: Using online reservation codes (e.g., A, B, C), create 15-minute arrival windows to stagger guest arrivals.
· Supporting literature: Solnet & Hood (2016) found that imposing timed seating decreases congestion around peak times and aligns customer demands with actual restaurant capabilities. 
· Anticipated Impact: 25% reduction in simultaneous vacant table.
3. Buffet Flow Signage and Floor Decals
· Action: Place floor decals and overhead signs with clear branding that guide guests through a clockwise flow throughout stations.
· Supporting Literature: Baker & Pande (2019) suggest that guidance can reduce cross-traffic delays by 20%.
· Anticipated Impact: More efficient access at stations, less conflict with guest circulation.
[bookmark: _Toc200732549]Conclusion
As a table‐service assistant at the restaurant in Novotel Birmingham, I have learned both the practical and theoretical skills of high‐volume buffet operations and significantly widening my hands‐on experience. Upon reflection, I found communication, collaboration, and adaptability are crucial to running a smooth service during peak times. Comparison with my Level 4 placement indicated that I had evolved to cope better in higher volume of guests and using more advanced product knowledge. Reflecting on my Level 5 module on sustainability made me aware of how waste‐reduction education could be improved. The improvement plan I have proposed in Section 3 combines both my observations and academic research to ensure the observed issue is solved quickly. 
I have achieved my learning goals through enhancing my table service technique, developing stronger supervisor communication and problem-solving skills and developing understanding of sustainable practices. From now onwards, I will keep using my action plan and reflective journal to have continuous professional development and service excellent.
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