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Figure 1: Mercure Doncaster Centre Danum Hotel 
Source: (https://www.mercuredanum.co.uk/attractions)
The placement provided various experiences in areas of hospitality operation at Accor's Mercure Doncaster Centre Danum Hotel. This mid-scale, purpose-built hotel for leisure and business is in Doncaster's city centre and has a classic restaurant, bar, lounge and conferencing facilities (Accor live limitless, 2025). Charting across areas of food and beverage (F&B) operation, a significant factor in the experience of guests in the operation would be a F&B experience, operation la carte menu options, breakfast buffet, banquet service and room service.
In the initial two weeks of my placement, I participated in housekeeping (from October 6-10) and then in reception (from October 13-17) to better understand the operations of services and guest engagement techniques, before moving to other functions in maintenance and food in weeks two through six. This log reflects on the skills, experiences, and theory I was able to engage with and influence during my placement within these teams, with a particular focus on Food and Beverage Operations. To facilitate doing this, I was able to observe, work as part of a team in each department, and regularly reflect by having conversations with Head Chef, Paul McCann, and use content from my studies contextualised in service operations, sustainability and customer service management in conjunction with my experience in real time while working in a live hotel.
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During my initial week of placement within the housekeeping area, I gained a basic knowledge of back-of-house functions and how it is related to guest views. While housekeeping does not contribute to hospitality service delivery of food and beverage, the housekeeping area is responsible for providing a clean environment for overall guest satisfaction with service. As Singgalen (2024) emphasises, “cleanliness and sanitation are core attributes of hospitality service delivery which communicate value and comfort for guests.”
A key responsibility I had was to help with cleaning the rooms, restocking flammable and non-flammable bathroom amenities, and communicating with reception to check whether the rooms were clean and ready. I gained a meaningful learning experience of the department's use of SOPs (standard operating procedures) to provide quality. It was clear how applicable the Bamford, Forrester, and Reid (2023) Service Operations Management model is for the servicing of rooms, for example, scheduling, workflow management and quality checks to provide efficient and reliable service.   
I thought the team had a very positive perspective on sustainability. For instance, the hotel had just recently implemented an eco-linen policy, which required that towels and bedsheets be changed every other day, if guests do not request otherwise, aligned with other parts of the world's hospitality sector transitioning to more environmentally responsible themes (Kramer et al., 2025). I also had interesting discussions with the senior housekeepers, who described some resistance from guests either to comply, and/or communicate, that if options were better communicated to guests, more guests may have complied suggesting that displayed communications in the rooms would help the guest understand the new changes regarding their cleanliness of the room or alternative communication strategies would engage more guests in compliance decisions.
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During my move into the reception area in Week 2, I directly experienced the front-facing service delivery aspect of hospitality operations. The reception area serves as a focal point of communication within the hotel, managing the hotel's department structure associated with the F&B space to create guest satisfaction. I observed the property management system (PMS) application/software (Opera Cloud) used to manage guests' booking history, as well as manage some other guest services (most important ones are billing and restaurant reservations).
Clear communication was key. Guests would consistently ask questions regarding breakfast time, in-room dining information, and allergies, and I must accurately convey that information to the food & beverage team. Özdemir et al. (2019) reported that working together on the front desk and food service would minimise delays of guests receiving services from the front desk and food service and ensure the guest experience as a whole was maximised.
There is a particular example of a wedding party requesting late-night room service that I found illustrative of how reception staff interacted with the kitchen staff to ensure the order was taken care of and that a miscommunication really could upset a guest. I found it incredibly eye-opening to witness this while thinking about practical theories of service quality, specifically Parasuraman's SERVQUAL service quality theory. As we were interacting with guests, we also thought about the dimensions of SERVQUAL that we would be cognizant of while caring for our guests, specifically reliability and responsiveness (Ali et al., 2021).
In the past week, I have developed several soft skills, including conflict resolution and empathy concerning issues guests may have had about the waiting time to check in to their rooms and whether or not their rooms were ready. I gained a greater appreciation for emotional labour in the industry, in terms of professionalism during stressful situations.
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In order to link my studies to the Food and Beverage Operations module, I had the chance to have a reflective discussion with Head Chef Paul McCann, who oversees the kitchen, menu planning, and food safety systems for the hotel. He mentioned the challenges between value (cost) and the quality of food. This was one of the key issues mentioned during Rutherford and O’Fallon’s discussion about operational control systems in hospitality in their text (O’Bree, 2020).
According to Chef McCann, the team follows Hazard Analysis and Critical Control Point (HACCP) procedures to work within the Food Standards Agency Guidelines in ensuring that food is safe to serve. Witnessing these processes in 'real-time' provided me with an immediate, practical evaluation of my previous theoretical knowledge about risk management and compliance. He also commented on the difficulties of communicating between the Kitchen and service staff, which is also connected to my studying different teamwork models in other modules of study.
We also discussed sustainable projects that include food sourcing from Yorkshire's suppliers, as well as minimising food waste from portion control and staff meals - all in keeping with the triple bottom line People, Planet, Profit approach laid out in the sustainable hospitality management literature (Conway, 2018). However, Chef McCann pointed out the continued difficulty of balancing the environmental agenda with costs.
Thinking back on the discussion, I have thought about how some theoretical ideas of Lean Operations are actually being operationalised as part of improving efficiencies in the kitchen and subsequently ultimately reducing waste. The two initiatives standardising portion sizes and mise-en-place preparation both intend to help improve efficiencies while reducing errors.
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Looking at my experiences through the lens of academic theory allowed me the opportunity to critique the operational management being exercised in practice. The Mercure Doncaster Centre Danum Hotel exhibited several positives, such as having solid SOPs, effective cross-departmental communication, and solid efforts in food safety and sustainability. Conversely, there were areas to be improved upon, which were noted:
Training Gaps: Staff in the laundry and front-of-house roles lack knowledge and understanding of how the departments communicate with each other. This may cause a delay in service from time to time. 
Technology Integration: PMS and POS systems are used very effectively across this resort; however, further integration of mobile guest apps to these systems would benefit the guests, minimise paper, and support sustainable practices in efficiency. 
Feedback Systems: Hotel staff is using digital feedback platforms from guests to measure real-time progressions on F&B service delivery indicators, which ultimately leads to a stream of improvement options.
The experience has allowed me to sharpen my analytical skills to understand how to analyse operations as a manager, not merely on a procedural level. I have also anecdotal evidence of improvement in transferable skills such as teamwork, time management, and reflective problem-solving skills evidence which I will need in future supervisory jobs in the hospitality industry.
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My initial two weeks of my placement at the Mercure Doncaster Centre Danum Hotel have been a great learning experience, as it has helped connect some really valuable theory with the reality of the industry. Working in housekeeping and reception and gaining insight from Head Chef Paul McCann were extremely useful in understanding how the food and beverage operation fits into the overall performance of a hotel.
The placement validated the significance of theories such as Service Operations Management and Lean Practices in offering quality experiences for our guests whilst maintaining efficiencies. In addition, the placement also demonstrated the value of sustainability and communication between departments in delivering organisational objectives.
I feel as though the experience has developed my confidence looking into the professional world, my adaptability, and my understanding of the subtle art of hotel management overall. I am looking forward to developing my knowledge of operational leadership, sustainability, and service innovation within food and beverage management when I transition to my rotations in maintenance and the restaurant.
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	Learning Objective
	Achieved?
	Reflection

	1. Develop a deeper understanding of the interrelationship between F&B and other departments.
	Yes
	Achieved through coordination between reception, housekeeping, and kitchen operations.

	2. Apply theoretical knowledge from Food and Beverage Operations to real-life hotel practices.
	Yes
	Observed through HACCP implementation and sustainability initiatives led by Head Chef Paul McCann.

	3. Strengthen communication and teamwork skills in a professional hospitality environment.
	Yes
	Regular collaboration with colleagues improved interpersonal and service delivery skills.
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