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Introduction

• Critically reflects on F&B placement at Novotel

Birmingham Centre, focusing on supervisory-level

learning rather than routine operational tasks.

• Evaluates contribution to service efficiency, team

coordination, and guest satisfaction in a high-pressure

environment.

• Demonstrates transition from operational understanding
towards strategic and supervisory thinking in hospitality

operations.



Role and Responsibilities

• Delivered buffet service, including table turnover, guest

interaction, hygiene maintenance, and coordination with

kitchen staff for continuous replenishment.

• Maintained awareness of service flow and guest

expectations to ensure consistent operational performance.

• Developed understanding of how frontline roles

contribute to broader supervisory and service

management functions.



Supervisory or Shift-Support Experience

• Supported informal staff allocation by identifying

workload imbalances and redistributing tasks to

maintain operational efficiency.

• Demonstrated initiative in coordinating team members

during peak service periods under pressure.

• Highlighted limitation of lacking formal authority,

restricting ability to apply structured leadership and

delegation practices.



Managing Service Flow

• Ensured efficient table turnover, consistent buffet

replenishment, and smooth guest movement during high-

demand periods.

• Applied prioritization and coordination to maintain service

continuity under operational pressure.

• Reinforced importance of service flow management as a key

supervisory responsibility within F&B operations.



Key Challenges

• Experienced uneven workload distribution,

creating inefficiencies and increasing pressure on

certain team members.

• Faced high guest demand combined with time

constraints, requiring rapid operational responses.

• Lack of formal authority limited the ability to lead

effectively, exposing gaps in leadership

development.



Problem-Solving & Decision-Making

• Applied real-time problem-solving to address

service delays, guest requests, and operational

inefficiencies.

• Demonstrated adaptability in responding to

dynamic service conditions during peak periods.

• Identified reliance on reactive decision-making,
highlighting need for proactive planning and

strategic thinking.



Skills Developed

• Strengthened communication skills through interaction

with guests and coordination with team members.

• Enhanced teamwork and adaptability when working

under pressure in fast-paced service environments.

• Developed early leadership behaviours, including

initiative and responsibility, supporting progression

towards supervisory roles



Application of Theory

• SERVQUAL applied through maintaining

reliability and responsiveness in service

delivery.

• Situational Leadership demonstrated

through adapting support based on team

needs.

• Limited strategic application of theory

identified, indicating need for deeper

managerial understanding.



F&B and Hotel Performance

• F&B operations directly influence guest

satisfaction, online reviews, and overall hotel

reputation.

• Service inefficiencies negatively impact customer

perception and operational performance.

• Highlights importance of effective supervision in

maintaining service quality across hotel

departments.



Key Learning (Supervisory Level)

• Recognized that operational competence alone is

insufficient for effective supervisory performance.

• Identified need for structured leadership, strategic

decision-making, and proactive resource management.

• Demonstrated shift from task-focused performance

towards developing managerial and supervisory

capabilities.
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Part 2



MANAGING GUEST SERVICE 

EXPERIENCE



Introduction
• Reflection on cross-departmental
exposure across key hotel departments
(Ananprakrit et al., 2026)
• Focus on roles, guest service
challenges, and operational systems
understanding
• Analysis of skills developed and links
between departmental performance and
guest experience (Souza et al., 2025)
• Application of service theories to
demonstrate managerial awareness



Responsibilities Across Guest-Facing 
Departments

• Assisted Front Office operations during

check-in and check-out processes

(Biswakarma et al., 2025)

• Supported Housekeeping with room

inspections and readiness checks

• Observed Leisure operations and event setup

shadowing

• Shadowed Duty Manager to understand

interdepartmental coordination (El Reqib et

al., 2025)



Guest Service Challenge One Multi-
Departmental Complaint

• Managed VIP complaint involving
multiple room issues (Saputra et al.,
2025)
• Coordinated departments for

resolution
• Provided service recovery through

upgrade, voucher, and escort
• Identified verification gaps causing

delays (Tseng et al., 2025)



Guest Service Challenge Two Peak 
Pressure Management

• Assisted during high-volume arrivals with
queue management (Giousmpasoglou, 2025)

• Communicated room availability with
Housekeeping

• Maintained transparency with accurate
waiting times

• Offered complimentary services to manage
expectations (Saputra et al., 2025)



Understanding Operational Systems

• Used PMS for room tracking and guest profile
management (Souza et al., 2025)

• Identified inconsistencies in service recovery
implementation

• Observed reliance on informal communication
reducing accountability

• Proposed cross-departmental briefings for quality
improvement (Biswakarma et al., 2025)



Skills Developed

• Strengthened communication and problem-solving

abilities (Biswakarma et al., 2025)

• Developed empathy through guest complaint

handling

• Improved conflict resolution and decision-making

under pressure

• Recognized importance of verification and

documentation (Henn et al., 2025)



Links Between Departmental Performance and 
Guest Experience

• Departmental failures triggered initial
service issues (Souza et al., 2025)

• Coordination enabled effective service
recovery

• Communication breakdown highlighted
interdependence

• Weakest department defines overall
guest experience (Saraiva et al., 2025)



Use of Theory Service Quality and 
Recovery

• Identified reliability and tangibles
gaps in service delivery (Tseng et al.,
2025)
• Applied service recovery principles

to explain guest satisfaction
• Used verification and coordination

practices to improve accuracy
• Recognized absence of service logs

as a systemic gap (Saputra et al.,
2025)



Use of Theory Guest Journey and 
Expectations

• Guest experience spans entire
journey from booking to departure
(Giousmpasoglou, 2025)
• VIP guest expectations intensified
service failure impact
• Recovery actions transformed
dissatisfaction into positive
experience
• Service failures can strengthen
long-term guest loyalty (Saputra et
al., 2025)



Conclusion

• Cross-departmental exposure enhanced
supervisory competencies (Biswakarma et
al., 2025)

• Developed key skills: empathy,
prioritisation, and decision-making

• Integrated theoretical knowledge into
practical service situations

• Coordinated departmental performance
drives guest satisfaction (Souza et al., 2025)
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