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[bookmark: _Toc213265966]Introduction 
The Level 6 placement was in Acorn Lodge Gatwick Hotel under the Food and Beverage department. Acorn Lodge is a standalone three-star hotel within a five-minute drive of Gatwick Airport that mostly serves business people, families and airline staff. The facility has a small dining restaurant that offers traditional English breakfast, continental dinner, and light bar food and a lounge bar where one can enjoy hot drinks and beverages all day long (Acorn Lodge Gatwick, 2024).
During my placement, I have set up the following three major learning aims at the start:
· To enhance leadership and supervisory ability within everyday F&B operations.
· To train communication and decision-making under time pressure.
· To learn the strategies of operational efficiency and guest satisfaction in small independent hotels.
I have reflected based on the Gibbs Reflective Cycle (1988) of learning.
[bookmark: _Toc213265967]Section 1: Role Reflection
[bookmark: _Toc213265968]Description:
Being the Day Manager, I was responsible for overseeing the work of the breakfast and lunch staff, organising the work of the six-strong team (two chefs, two servers, one bar attendant, and one cleaner) and guaranteeing the effective work of the staff serving the guests. Making schedules, hygiene check inspections and communicating between the front desk and kitchen were other tasks I assisted Mr Choudhury (my direct supervisor) with. Short-range briefings were made at the end of the day to Mr Choudhury on the matters of guest feedback and inventory before turning over to the evening manager.
[bookmark: _Toc213265969]Feelings:
Firstly, I was excited and scared to be entrusted with managerial responsibilities. Leading a group of wait personnel that I was more junior seemed like a challenge. Nevertheless, Mr Choudhury guided me with confidence and a composed manner. He frequently told me, Leadership is not being control-based and it is being understanding, which changed my approach from task-oriented leadership to people-based leadership. In the third week, I started feeling proud of the responsibility.
[bookmark: _Toc213265970]Evaluation (Two Specific Incidents):
A very notable example of supervision that worked proved to be the time when a huge number of flight crew suddenly showed up an hour early on a Sunday morning. The dining room got too congested, and the staff in the kitchen was temporarily flooded. Mr Choudhury immediately restructured the staff: he moved into the kitchen line whilst I redistributed a waiter to help with clearing and laying the tables. I personally greeted the guests, apologised for the slightest delays and gave free tea to the people who were waiting. Such rapid collaboration led to a number of guests praising the efficiency of the service provision in their comments.
On the other hand, one failed supervision experience happened in my second week. One of the guests had a gluten intolerance and asked about a special breakfast, but I did not inform the chef in time. The time spent waiting was frustrating to the customer as well as to the kitchen. Later, Choudhury recommended adopting a system of written dietary notes in order slips. My next shift presented a checklist, and this helped to avoid similar mistakes.
[bookmark: _Toc213265971]Analysis:
These experiences helped to underline the role of leadership, problem-solving, and communication in proper supervision. Vallen and Vallen (2014) emphasise that supervisory leadership in hospitality is to be emotionally balanced, make fast judgments and motivate diverse teams. On the same note, Johnston, Clark and Shulver (2012) underline that service inefficiencies are mainly brought about by communication failures. I was also strong in my calmness and interactions with people, and weak in aggressiveness and multitasking in crises. With the experiences of these practical difficulties, the statement by Cousins and Weekes (2020) implies that service excellence involves having the capacity to predict the needs of the guests in advance.
[bookmark: _Toc213265972]Action Plan:
Moving forward, I plan to:
· Participate in a brief leadership and delegation course.
· Keep doing reflective journaling to judge the progress in communication and management.
· Requesting future supervisors to provide frequent feedback to boost the speed and confidence of the decisions.
[bookmark: _Toc213265973]Section 2: Development Journey
In making a comparison between my Level 6 placement at Acorn Lodge Gatwick and my Level 4 placement at Premier Inn Saffron Walden, I saw unique differences in structure, autonomy and learning experience. Premier Inn, being a chain of hotels, ensured that there was a lot of standardisations in its operating procedures. All processes, such as breakfast services to cleaning of tables, were laid down in corporate manuals, and there was not much room to make decisions. Acorn Lodge, on the other hand, is an independent hotel operated by a family, and it demanded adaptability of thought and immediate adjustment. Mr Choudhury also tended to delegate on-the-spot decisions, like changing the tasks of staff depending on the number of guests or an unexpected arrival. This autonomy sharpened my awareness of situations and my judgment skills a lot.
The other significant difference was the interaction with guests. In Premier Inn, I was limited to the back desk service where I only talked a little with a pre-written greeting. At Acorn Lodge, I personally interacted with the guests daily, whether it was helping to choose the menu items and the menu, or solving a problem. These experiences enabled me to learn more about empathy and personalisation, which are the key attributes in the hospitality industry service (Walker, 2021).
Looking back on the Level 4 Food & Beverage Operations, it is important to note that the module focused on service sequences, menu designs, and hygiene management. The theoretical buffet design I had developed in class turned out to be applicable here when I was asked to redesign the breakfast buffet so as to enhance the flow of guests. The direct implementation of the theory proved it.
I had already studied the concept of CSR, waste management, and environmentally friendly sourcing in the Level 5 Sustainable Hospitality and Tourism Management module. But I noticed that the sustainability efforts at Acorn Lodge were at the most basic level - very few waste segregation bins were seen, and the stores were mainly filled with imported supplies. As Martin (2020) mentions, small hotels can hardly integrate sustainability with profitability, and this restriction could be observed here. However, I recommended to Mr Choudhury a few modifications, like the introduction of refillable bottles of condiments and the minimisation of the disposable plastic materials, even small but significant steps towards becoming more sustainable which are indicated by Fallon and Rutherford (2010).
[bookmark: _Toc213265974]Section 3: Service Improvement Proposal 
[bookmark: _Toc213265975]Identified Area for Improvement:
Making observations on a daily basis, I managed to notice that consistent staff training and onboarding in the F&B department were not as consistent. This highlighted the importance of defining and standardising training practice. Numerous part-time or seasonal employees came on board in a rush during the peak times, causing fluctuation in the service and stress. No formal induction or refresher was carried out, though Mr Choudhury was giving him verbal guidance.
[bookmark: _Toc213265976]Improvement Plan:
Systemic Induction Programme: Prepare a two-hour onboard experience, consisting of menu knowledge, allergy awareness, and service workflow (Cousins & Weekes, 2020).
Weekly Briefing Sessions: under the leadership of Mr Choudhury or the duty manager, with discussion of the recent guest reviews, information about the SOP and teamwork activities (Johnston et al., 2012).
Performance Monitoring: adopt guest comment cards and staff self-evaluation forms to assess progress and detect service problems that take place frequently (Vallen & Vallen, 2014).
There is a focus on well-organised experiential learning as a performance development tool, as put forward by ASET (2017). These measures would help to maintain a steady operation of the guest service, increase the morale of employees, and have a more efficient operation, which goes in line with hospitality best practices (Walker, 2021).



[bookmark: _Toc213265977]Conclusion
This event placement at Acorn Lodge Gatwick gave a profound understanding of the independent hotel operation and the actual state of managing a small food and beverages team. The experience gained under Mr Akif Choudhury helped me better understand how leadership, delegation, and guest relationship management work. Another thing I got to know is that the cornerstone of effective service delivery is the ability to be flexible and cooperate with others. All in all, this experience greatly increased my managerial preparedness and ability to bridge the disparity between theory and practice in the hospitality industry.
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