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Managing Guest Service Operations, Food and Beverage, Kitchen Departments 
Introduction
Reflecting to my personal workplace experience and placement developments in Novotel Hotel London Wembley may wish to summarise the learning outcomes regarding Food and Beverage and Kitchen Departments. This centrally located four star hotel parts of the Accor Hotel chain offering 236 fully equipped rooms, a Gourmet restaurant with bar, also providing different event facilities which requires assists in all areas (Novotel London Wembley, London, UK, n.d.). I would like to use as a support the main stages of Gibson Reflective Model to add a valuable tool for my learning process. This model helps to analyze and apply for my new knowledge (Gibbs Reflective Cycle, n.d.).
Main findings
This part of my work will cover the most important points of the mentioned model, demonstrating my main responsibilities, personal developments, problem solving and self improvement experiences at work (Gibbs’ Reflective Cycle, 2020). Accor hotel group is far more than a worldwide leader as the chain is supporting their employees to grow and learn everyday promoting diverse talent (About Accor Official Website, 2023). During my first week I was preparing breakfast, setting up tables and cutleries, ensuring a clean restaurant area. Focusing in all aspects of the food and beverage operation with extremely high standards set by the F&B manager. I was welcoming guests, taking orders and informing the kitchen about any allergies or special request. Personally I found the hotels booking system simple, front of house every day is preparing a printed sheet about the number of guests, using opera booking system serving breakfast between 6.30am till 10am.
1. Feelings 
I felt well informed during my shift as the daily planner included extra information if additional charges applied or complimentary breakfast offered. All members of staff was kindly assisting every morning guests and hosting them to a clean table. This inspired me also to give the ‘extra mile’ attitude where a personable approach is essential (Jobs, 2022). I was committed to provide a passionate service working together with the kitchen staff having smooth communication which also made me to enjoy being part of the team. This 10 weeks journey helps me to contribute towards further self developments. Noticed improvement about how to welcome more professionally each hotel guests and deliver an excellent customer service at the same time. Anticipated individual guest’s needs, managed to have further knowledge about health and safety, food allergies. I felt proud being part of ‘Acting here Planet 21’ programs which demonstrate the chain ambitious goals based on four strategic priorities, embracing to work with local communities and employees, innovation with all the partners. This program also highlights the ‘Plant for Planet ‘idea. All customers can re use their towel and all the savings on water and energy is used for funds tree planting. Before didn’t realise the importance of the environment safety. Novotel offers eco designed beds made from wood sourced from sustainability managed forests. Bed sheets and pillow cases also made from recycled bottles. The hotel restaurant also taking part in the Acting here plan, as they are offering healthy and balanced, high quality food. Ingredients are coming from local products and kitchen gardens. The hotel kitchen is proud that they are reducing food waste and avoiding using of over species in the restaurant.
2. Evaluation
Novotel Gourmet restaurant has an a la carte menu which is available all week (THE 10 BEST Restaurants Near Novotel London Wembley (2023), n.d.). As a positive aspects hotel is providing all the allergen information on the menu and offering complimentary amenities at an affordable price (Menu at Novotel London Wembley, London, n.d.). All day room service is available for customers. Depending on the guests loyalty VIP customers are having complimentary fruit platters and drink vouchers as a symbol of valuing them. On a request form Food and Beverage team getting informed about the number of guests, amenities type ad requested time for all the VIP guests. During my work experience I was on charge with a casual business lunch for thirty people following the food safety policy statement. Accor Hotel Services UK Ltd believes in providing customer service and products of the highest quality (Accor Hotel Official Website, 2023). The event went well, got supported by my colleagues. We also received some positive feedbacks about ensuring a pleasant lunch experience with a welcoming atmosphere. Following the international codes were helping me to understand better the duties and main responsibilities what I had to provide and maintain during the service hours. Apart of Accor Hotel security policy statement we all had individual obligation. I felt all the information was provided about employees’ responsibility and nobody should be allowed to work identifying food allergies, how to prevent cross contamination or do correct labeling on packages. I experienced some of the staff member might not aware of this basic information and supposed to complete more training. Also when I was on duty one received a customer’s feedback about a food order. Apparently he was requested a vegetarian burger but he had been delivered a beef burger instead. He had to wait more than an hour also to be served and then having a bad experience and left a negative feedback which was completely understandable I truly believed. See customer’s feedback below please.
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3. Analysis
The primary aim is always remaining the same: providing the highest customer service and cleanliness following HACCP plan (Hazard Analysis and Critical Control Point (HACCP), n.d.). This helps everyone to understand all food produced and served is safe in the hotel. Novotel Hotel is following the principals what was given to my working experience as well. General Managers are charged with taking ownership for health and safety at hotel level (YOUR HEALTH AND SAFETY ARE OUR HIGHEST PRIORITIES, n.d.). They have provided me food allergy policy and general regulations including food storage, menu creation, event dates and a la cart preparation, cooking method. Gibbs Reflective Model helped me to understand the importance of improving my general waitress skills, furthermore understanding that effective communication is crucial. The customer complaint was investigated by the Food and Beverage Manager the same day. Beside to offering sincere apologies we offered a complimentary breakfast and free drinks as well at the bar. Once the order was placed for some reason nobody double checked if it was correct or not so human error was occurred so investigation needed. This should not happen next time and all catering members were informed about the wrong order. The customers feedback been printed just to outline the key issue and manager aim was to convey the solution the team needs to know.
Conclusion and self development 

Overall understanding the importance of a well organised food service is identifiable. Reassessing the customer needs, providing employees work training and investing is one of the key element parts of delivering constant high level of service. Good service is the key to success in any hotel business, which involves a conscious and purposeful effort. Exploring different diets, making informed choices align with personal values and health goals. Accor Hotel can mean many things, including being truly caring, trusting and seeking personal growth opportunities.
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