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1. Introduction
The majority of my 10 weeks of working at the Ibis Nottingham City Centre, in the Food and Beverage department, dealt with the breakfast buffet and evening bar snacks. The hotel also offers hot and cold buffet breakfast, small snacks list and small bar which deals with classic drinks. It encourages food and beverage customers to buy by offering exclusive offers; such as a 10 per cent discount offer on breakfast when the guest books the room at check in and a 20-pound package of two drinks and a pizza of bars. My level 4 knowledge of Food and Beverage was more theoretical in most aspects prior to my start. My understanding about the department was that the department was a production process that converted the inputs into meals. In the course of the placement, I worked most closely with Petra who was the sole regular breakfast cook whom I assisted in the kitchen, and on some shifts would have been on the front desk, where I mostly worked with Kamal others at the front desk being Rehan, Bishno, and sometimes Prem.
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My early shift allowed me to see the department's operational side. My morning routine was to prepare hot meals, including scrambled eggs and sausages, as well as cold meals such as cereals, fruits, and bakery products including bread and pastries. During the breakfast shift Petra was the sole stable kitchen staff member, and I helped her with food preparation and buffet replenishment, and in extremely hectic mornings another staff member was added to the kitchen staff so that Petra could cook and I and the other colleague would sustain the buffet. The observation of untouched trays of pastries being returned to the kitchen helped me realise why a lack of detailed forecasting would directly lead to waste and increased costs. I observed the difficulty of balancing both plenty and sustainability when the number of guests is not certain.
I also had the responsibility of replenishing and clearing the buffet at the end. According to Kattiyapornpong, Ditta-Apichai, and Chuntamara (2023), hotels produce less waste when they transition to small-scale, low-frequency production. At Ibis Nottingham, we were still inclined to fill up large trays at the beginning of service and fill them up only once or twice. The practice helped to ease life, and more food remained on the buffet towards the end of serving hours. Considering this, I envisioned how a structural change, such as cooking in smaller portions or smaller pans, could improve sustainability and product quality by ensuring food retains its freshness and reducing leftovers.
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The General Manager, Robert, and the Assistant Manager, Akshay, were in charge of the operation in general with the support of reception and food and beverage staffing. A managerial layer was also observed by observing the breakfast operation. The Food and Beverage Manager was constantly reminding employees that the Planet 21 programme by Accor requires hotels to reduce food waste and eliminate the majority of single-use plastics. Accor announced that its hotels are expected to reduce food waste by 60 per cent by 2030 and that approximately 88 per cent of its hotels have eliminated over 50 single-use items and plastic products (Accor Group, 2024a). Such targets were affecting the suppliers, crockery and condiment dispensers' decisions. The food strategy allows Accor to promote the measurement of food waste, increase plant-based menus, and reduce single-use plastics to reduce in food waste by 2030 (Accor Group, 2024b). The bulk cereal dispensers, refillable juice containers, and reusable serving dishes our hotel utilised instead of individual packets aligned with the hotel's sustainability policies. Martin-Rios, Demen Meier and Drawing parallels with this framework and my observations, I concluded that Ibis Nottingham adheres to the policy line on packaging but does not conduct systematic food waste measurement, which might enable managers at this institution to establish local targets and monitor progress.
As a manager, I faced tension among cost control, labour scheduling, and service standards. The staffing on nonbusy weekdays was minimal: one person in the kitchen, two on the floor. At times, it was hard to keep the buffet clean, clear the hot beverages, and answer guests' questions. Ally et al. (2024) demonstrated that hotels that implemented circular food waste models require proper staffing and training to distinguish between waste streams and introduce new processes. In our case, time constraints led to the organic and general rubbish being separated in a hurry, lowering the quality of the recycling process. This experience allowed me to realise that sustainability action plans need policies and decisions regarding labour budgets and performance expectations.
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The placement further enhanced my knowledge in customer service in Food and Beverage. Having considered speed and politeness to be the primary parameters of service quality at Level 4, serving breakfast made me realise that communication, regarding the food options and sustainability, could influence guest satisfaction. Cozzio et al. (2021) discovered that the mere presence of persuasive messages at the hotel buffets can encourage participants to eat less and generate less waste on plates, without negatively affecting their satisfaction. Based on this investigation, I began to employ a cordial explanation of answers whenever guests inquired whether they could take more food, so that they could commence with smaller portions. I have observed that most of the guests liked being informed that they could revisit the buffet, and some of them complained that it helped them to avoid overloading the plates. This shift in communication approach demonstrated to me the ability of customer service skills to help achieve guest experience and sustainability objectives. I also received some reception shifts in the course of my development as I generally worked with Kamaljit Singh (Kamal), with Rehan, Bishno and occasionally Prem taking care of other front-desk tasks. These changes demonstrated how the reception staff take advantage of check-in discussions to sell the 10 per cent discount on breakfast and the offer of two drinks and a pizza to encourage front-office communication to directly relate to food and beverage income and guest satisfaction.
Interaction with the guests directly also allowed me to put into practice the concepts of the Personal Resourcing and Development module. I had to control my stress responses in the periods of busyness, I had to react unimpededly to the complaints about waiting time and engage in reflective practice upon the shifts. Early one morning, a guest was complaining that there were only vegan food choices. I was not defensive, but instead I apologised and offered to find out whether the kitchen might make grilled vegetables and more fruit. Subsequent to the shift, I commented on this occurrence and realised that our buffet model was not accommodating plant-based diets. The experience made me believe that customer service means listening to guests and suggesting effective changes as opposed to adhering to scripts.
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In general, my internship experience in the Food and Beverage department at the Ibis Nottingham City Centre has changed my perception of how the operational, managerial and customer service aspects interact in a hotel setting. In the operations aspect, I learnt that forecasting, batch sizing, and buffet layout directly influence both food quality and waste. At the managerial level, I observed how a range of sustainability standards, such as Accor Planet 21 program, can influence decision-making on suppliers, equipment, and staffing, but also how inaccurate local data can mitigate progress. Daily contact with customers allowed me to observe that it is possible to encourage sustainable behaviour by communicating about portion sizes and menu options that help people remain satisfied. It takes both self-management and reflection, as well as technical skills, to serve the customer. I will bring these lessons with me past Level 6 by participating in more organised quantification of food waste, training to improve the relationship between service quality and sustainability, and the practice of reflection to ensure that my actions stay consistent with the existing research on responsible Food and Beverage management.
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Appendix
[bookmark: _Toc213239294]Reflection and Learning Objectives
Learning Objective 1: Master my working skills in the production of breakfast and the reduction of food waste.
I was interested in knowing how to establish, operate and close the breakfast shift and ensure that the food waste is minimal. The standard recipes, portion sizes and safe holding time that I learned during the placement gave me the confidence to prepare hot and cold buffet food. I also began doubting big-batch production and proposed smaller, more frequent trays on low-traffic days. This was achieved in part: I enhanced my technical skills and made minor changes, but I did not reach the level where waste was measured and reduced accordingly throughout the shifts.
Learning Objective 2: Learn how managerial choices rely on the relationship between sustainability, staffing and costs
I wanted to observe how Food and Beverage managers strike a balance between group policies, such as Planet 21, and local constraints. During the ten weeks I monitored, I made decisions on ordering, supplier selection, plastic reduction, and labour scheduling, and I related them to the concepts of my Sustainability and Food and Beverage Operations modules. I understood that, with few people and limited data on waste, managers could not have clear objectives for breakfast waste. I believe this role has been accomplished, since I have stopped thinking of following procedures in a narrow sense and have adopted a broader perspective on how policies, budgets, and systems inform everyday practice.
Learning Objective 3: build customer service and communication that would enable sustainable behaviour
I also needed to become more comfortable talking to guests about buffet consumption and menu planning, particularly when recommending small portions or addressing dietary concerns. When serving, I rehearsed a welcome for our guests, telling them they could return to the buffet and recommending they start with small portions. I also learned to respond to a complaint calmly, such as offering other vegan options when asked. To a large extent, this goal was met, as I now consider myself capable of integrating polite but direct communication with mild hints that contribute to guest satisfaction and more responsible consumption.



