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The Food and Beverage operation at Harboro Hotel, Melton Mowbray is uniquely complex, functioning as a multi-outlet establishment rather than a single hotel restaurant. The hotel's primary F&B offerings include a traditional English restaurant featuring a high-volume 'Sunday Carvery', a distinct and authentic Indian restaurant named 'Harboro Spice' (which uses specialist equipment like clay-ovens), and a contemporary 'Bar & Lounge' offering a full range of beverages, including handcrafted cocktails. The hotel is not offering any room service, but the guests are welcome at the restaurant for each meal: Breakfast (7:00/8:00 till 9:30), Lunch (12:00 till 14:00) and Dinner (17:00 till 21:30).This diverse operational environment provides a rich setting for observing the application of management theories in practice.
I will focus my analysis on 'Food and Beverage Operations', with a specific emphasis on food safety and handling protocols. Also I will compare the hotel's observed practices against established theoretical frameworks to identify significant shortfalls and propose actionable, management-level recommendations, fulfilling the module's aim to "develop a range of management issues studied during level 4 and 5".
In my opinion 'Food and Beverage' is represented by practical applications and food safety procedures, a fundamental topic which is exemplified perfectly by the' Food and Beverages Operations ' (BMIH 4002) Module as is a complex combination of hard skills and soft skills. As the Indian Chefs have a background in studding gastronomy and also all staff working in the kitchen is required to have at least Level 2 In food Safety. Although the hard skills are important, most of the staff develops their soft skills during employment, skills such as time management, coordonation, comunication  and problem solving.
During my time in the Harboro Hotel's kitchen, I identified significant and systemic shortfalls where daily practice failed to meet established theoretical models due to their low standards and that can lead g to high-risk operational scenarios
My first key observation was a systemic failure in traceability. Food items stored in both walk-in and under-counter refrigeration units were frequently labeled only with the use by date and not with the name of the produce or the allergens. This practice is a severe deviation from the foundational principles of HACCP (Hazard Analysis and Critical Control Points). As Walker (2021) states, HACCP is a systematic, preventative approach designed to identify, evaluate, and control food safety hazards. The failure to label allergens constitutes a failure at a designated Critical Control Point (CCP). This creates an uncontrolled chemical hazard and a significant, indefensible risk of allergenic cross-contamination for guests. Given the hotel operates two distinct kitchens (English and Indian), with the 'Harboro Spice' menu likely using numerous nuts, dairy, and spices, this lack of labeling is particularly high-risk. This is a direct contravention of the Food Standards Agency's (2024a) guidance, which underpins food law in the UK. It is understandable for a kitchen to have a busy schedule, but in my opinion having a 'Allergen Book' is a major benefit which can help avoiding cross-contamination and in the same time helping the new staff with their training and familiarising with the layout and ingredients.(Personal Resourcing Development-BMIH 5005)
A further series of critical incidents I observed in staff handling practices, contravening fundamental health and safety rules. I witnessed a staff member place a tray of cooked, ready-to-eat (RTE) food on a preparation surface directly alongside raw meat that was being prepared. In a separate instance, I observed raw minced meat stored on a high shelf in a prep fridge, above uncovered, washed salad items. This is a direct violation of established food safety protocols designed to prevent pathogenic cross-contamination, such as from E. coli or Salmonella (Cousins and Weekes, 2020). These observations demonstrate a clear gap between policy and practice. The Food Standards Agency’s (2024b) ‘Safe Food, Better Business’ (SFBB) framework, which serves as the practical model for implementing HACCP in UK kitchens, explicitly mandates the complete separation of raw and cooked foods. This includes the non-negotiable rule of storing raw meat on the lowest shelves to prevent hazardous drips.
When I asked about the storage procedures, Liam acknowledged the shortfalls, noting that during the peak of the 'Sunday Carvery' service, "procedures are sometimes overlooked for speed." This comment indicates that the failures are not individual, but systemic. This experience should me that at peak hours is even more important to flow the standards.
This links directly to theories in Service Operations Management (Johnston et al., 2012), which explore the operational trade-off between Quality, Speed, and Cost. The hotel's current practice prioritises 'Speed' to manage the high volume of the carvery, but does so at the expense of 'Quality' (specifically, safety), creating a significant legal and reputational risk. Furthermore, this failure in safety directly undermines the 'Assurance' dimension of the SERVQUAL model, which relates to the trust and confidence guests have in the service. A guest who witnesses poor hygiene (or worse, suffers illness) will lose all confidence in the establishment and that will give a bad reputation for the restaurant and hotel (Hospitality & Guest Services in the Hotel Industry-BMIH 4003).
Taking in consideration how my view changed in the past 3 years of university, at Level 4, I would have seen these as individual 'mistakes' by a 'bad' employee. I would have been hesitant to say anything, focusing only on my own tasks. Now, at Level 6, I analyse these as systemic failures in management. The problem is not the individual chef, but a lack of robust systems, training, and a culture that permits shortcuts. This is not just a 'Food and Beverage Operations' failure; it is also a failure in 'Personal Resourcing and Development'. The fact that staff can overlook these rules suggests that training was either inadequate, non-existent, or has not been reinforced. Compering the two different experiences from a Hotel such as Premier Inn and a smaller hotel such as Harboro I realize that my role as a future manager is not to blame, but to identify why the system is failing and implement solutions that make compliance easy and non-compliance difficult.

My key findings indicate that systemic shortfalls in traceability, allergen control, and handling protocols exist, primarily driven by a culture that prioritises speed over safety during peak periods, showing me the attention to details is overlooked.
To resolve these shortfalls and mitigate the significant legal and reputational risk, I would offer two key recommendations that align with the module's learning outcomes:
1. Systemic Solution: The immediate implementation of a comprehensive 'Allergen Matrix' is required, detailing all ingredients for every menu item (Cousins and Weekes, 2020). This must be supported by a new, non-negotiable 'double-labeling' procedure, ensuring all stored items include the product name, date, and clear allergen information (Food Standards Agency, 2024a). This directly addresses the need for "technical knowledge necessary to meet standards".
2. People Solution: The "speed over procedure" mindset must be actively challenged. As Rutherford and O'Fallon (2007) argue, ongoing training is essential to maintaining operational standards. I would recommend a mandatory ‘back-to-basics’ workshop for all food-handling staff, focusing on HACCP principles and the non-negotiable rules of the SFBB framework. This addresses the "management performance" aspect by re-establishing a management-led safety culture.

In conclusion, after the experiences in the first year and last year change substantially, in the first year I was shy and I didn’t want to challenge the managers over different opinions. This time I was more focus on learning and had more courage to communicate my own opinion. My view also changes as now I realize every hotel has different standards and priorities.  


Appendix 
1. Objective: Learn about the suppliers and ordering new produce practice.
I consider I achieve this objective as I had the opportunity to ask the manager (Patrycja,2025) different questions and also I had the opportunity to see their ordering system. 
2. Objective: To gain practical experience in the F&B service cycle, specifically observing the communication flow between the kitchen and front-of-house during a peak time. 
 I consider I achieve my objective as II was positioned to observe the use of the POS system, how orders were communicated, and the verbal cues used by the restaurant manager and head chef to manage table turnover and food replenishment.
3. Objective: Learn how to redirect a negative experience from a guest.
Although I witness the expense of such experience, I didn’t have the opportunity to engage. 
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