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Introduction
I started working in the F/B section of Holiday Inn Sunderland in the first part of my placement at level-6. The F&B department has an Open Lobby Restaurant and Bar at the hotel. The restaurant is open for long hours of the day with the breakfast in the early morning and dinner till late. The breakfast offered a variety of meals, including the English breakfast, continental, grilling, pasta, and desserts. The casual dining service has a buffet and a la carte service according to the time of the day.
The F&B department on each shift comprised of seven people heading by the F&B manager, Andrea, and Lynn the team leader, who supervised us on a day-to-day basis. I performed tasks such as setting the breakfast buffet table, serving the patrons, running the coffee machine and taking orders at the bar, and ensuring that the restaurant was adequately clean and stocked (Nidhi, 2025). I would usually have to work the morning and mid-day shifts, which would begin at 6:30 a.m. with breakfast or at 2:00 p.m. with lunch and evening service.
Although I also enjoyed working in a team and communicating with the guests, I noticed an issue regarding sustainability management in terms of food waste and stock management, particularly during the breakfast service. This experienced at level-6 made me understand the how the sustainability and marketing are interlinked. 
[bookmark: _Toc213676592]The issue.
In my view, the issue was quite evident in our F&B operations and it was the food waste, which happened during the breakfast delivery. Although the hotel sticks to strict sustainability practices yet they are times when it appears to have prepared more food for the guests during the busy times which leads to more wastage at the end. This does not comply with hotels initiative ‘’journey to tomorrow’’ sustainability campaign.  (IHG, 2025). The bakery goods, cooked breakfast trays and fruit bowls were occasionally left over particularly in times of low occupancy. Andrea kept on repeating that food wastage meant loss of profit.
I believed that the food waste was the unavoidable aspect of hotel operations, yet, based on trends I observed and the information I have read about sustainability in the Sustainability module, it is a case of management. According to Triple Bottom Line model of Elkington (1997), it is imperative to create a balance between people, planet, and profit in every business (Alhaddi, 2015). In that prospective, we were damaging the planet by wasting and damaging the profit margin at the same time. The experience made me to be critical in thinking as how to find a better balance.
[bookmark: _Toc213676593]Reflecting by Theory and Experience.
The Lean Management approach talks about removing wastages and delivering maximum value to the customer. Applying this reference to our operation, I realized that overproduction was not related with value creation, but it was creation of waste. It was a good learning for me. It taught me that efficiency in hospitality is also planning smart as well as being fast.
Andrea explained to me that the occupancy is hard to forecast due to the fact that the bookings would change unexpectedly. However Lynn suggested maintaining a basic list of leftovers on the daily basis and modifying the preparation list the next day. I followed her suggestion and began to assist in the daily tracking. Two weeks later we found there had been a slight decrease in leftovers.
This reflection also relates to the Theory of Stakeholder of Freeman, 1984 by which highlights that sustainability is a concern of all parties making the business decisions (Freeman & Mcvea, 2001). These were guests, the staff and the business. The lesson that I have gained out of this case is that, unless communication between these stakeholders is regular, sustainability would not be upheld.
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Before this placement, I thought that marketing was merely promotion and advertisement. During this placement, I began to understand that even through marketing, a sense of sustainability and brand responsibility can be highlighted in the minds of the guests. In many cases, guests comment on the portion sizes or freshness of the food. It is not just comments about the taste only but the quality the hotel is offering.
In the Marketing Essentials module I came across SERVQUAL model of Parasuraman et al. (1985) which is a measurement of service quality through the five dimensions, namely, tangibles, reliability, responsiveness, assurance, and empathy (Parasuraman, et al., 1985). Food waste directly affected "reliability" and "tangibles" directly. In certain cases, when a food item finished too soon or is replaced by an alternative item, the customers are disappointed. I also understood that operational sustainability entails marketing successes like customer satisfaction and their loyalty to the brand.
In addition, the concept of green marketing endorses that responsible environmental practices adds value to the brand where they are sincerely reported (Abel, et al., 2025). This is already implemented in the shape of sustainability communication on the site and the hotel banners with respect to IHGs Green Engage program. But it did not take long before I realized that actions are what the customers appreciate more than words. There was one morning when a guest had really liked how Lynn suggested to make the portion a little smaller in case the customer was content with that portion, saying that by doing so, they would not waste it. It was appreciated by the customer.
[bookmark: _Toc213676595]Becoming Knowledgeable about Leadership and Collaboration.
I learned the significance of leadership and collaboration in tackling the issue of sustainability by working closely with Andrea and Lynn. Andrea was more democratic as a leader; an example was that she gave us the chance to give ideas on issues. But Lynn was more practical and inspired us by example. I could compare their styles with the Theory X and Y by McGregor, 1960, in which Theory Y presupposes that employees will be motivated once they are trusted and engaged (Jonathan & Catriona, 2025).
I shared my thoughts on the leftover food and was appreciated by Andrea who involved me in how the breakfast was going to be prepared on the weekend. She even mentioned that if we can minimize waste by 10%, we are already successful. I became a full-fledged participant because of her willingness to the feedback. This was a significant experience to me, it made me understand that green is not a managerial policy and that sustainability is also a culture in the teams that begins with awareness and responsibility.
I can relate this experience with the Experiential Learning Cycle (1984) by Kolb which includes concrete experience, learning cycle reflection, conceptualization and experimentation (Saul, 2025). I experienced the waste problem, contemplated the problem, related it to the theory, and then do a minor transformation such as assisting in the tracking of leftovers. All these actions increased my knowledge on how theory can be put into practical betterment.
[bookmark: _Toc213676596]My Three-Step Improvement Plan
My three-step improvement plan includes the introduction of a Daily Waste Log System, which involves maintaining a simple daily record to track the amount of unused food, noting quantities, and planning the next day’s preparation accordingly. This approach helps identify patterns quickly and is rooted in Lean Management principles, representing a pragmatic step toward continuous improvement. The second step focuses on Guest Communication and Menu Adjustment, where a small polite note can be placed at buffet stations to encourage guests to request smaller servings or freshly prepared meals. Although this may seem like a minor change, it fosters conscious decision-making, supports green marketing, and reduces unnecessary waste (Gonghang et al., 2024). The third step involves conducting Sustainability Team Briefings, consisting of five-minute daily sessions that allow staff members to share brief ideas on saving resources and enhancing overall efficiency.
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This placement has made me understand that sustainability in the hospitality industry is not just about environmental responsibility but also it is about the operational efficiency and the perception of the guests. The issue of food waste over multiple shifts enabled me to realize how decisions made in small ways add up, even the small amount of food waste can have effects on the environment and on the perception of a particular brand.
Applying frameworks like Triple Bottom Line, Stakeholder Theory, and Lean Management made me consider sustainability as part of doing business and not consider it just a goal. I also saw that there is an obvious connection to marketing, in which responsible practice does not simply minimize waste, but also builds customer confidence.
The experience of working with Andrea and Lynn demonstrated that sustainability can become a common value instead of a checked box with the help of leadership and collaboration. The journey from the identification of a problem to attempting a small practical solution provided me with actual confidence that I can contribute in making improvements in a businesses. I will continue to apply the reflective learning to the operational challenges in future.
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