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[bookmark: _Toc200885688]Reflective Learning Log: Kitchen and Reception Placement Experience at IBIS Red – Barking
1. Introduction
[bookmark: _Toc200885689]As I have worked at IBIS Red- Barking, located at the Kitchen and Front Desk-Reception units, within 10 weeks, I have been exposed to the working dynamics of the hospitality sector (IBIS, 2025). These are some of the departments that are important in regard to guest satisfaction and revenue generation. The hotel has been cited as a hotel with quality services, a wide range of clients, and has ensured smooth coordination in food preparation and the services for guests. 
I had three points, which I wanted to learn in this placement: 
· To have a better realization of how a kitchen and a front desk work in a hotel setting. 
· Learn to supervise and communicate with kitchen and front desk staff with a practical approach at the workplace. 
· To make critical observations of the efficiency of the services provided and suggest possible areas of improvement in operations.
2. Role Reflection
I adopted the use of a Gibbs Reflective Cycle (1988) in order to reflect on the experience, and this has involved the use of description, feelings, evaluation, analysis, conclusion, and action plan. This model assisted me in being critical of my daily activities and learning achievements (Boud, Keogh and Walker, 2013).
Role and Responsibilities:
The position I held in the placement was that of a Kitchen and Front Desk - Receptionist Trainee under the Assistant Restaurant Manager. My duties were:
· Assisting in kitchen prep and supporting service during peak breakfast hours.
· Managing front desk operations such as guest check-in/check-out and reservation coordination.
· Ensuring smooth communication between the kitchen and reception teams.
· Handling guest inquiries and addressing minor concerns.
· Supporting end-of-shift reporting and handover documentation.
Although I did not undertake big decision-making processes, I was often consulted on matters of delegation of duties, particularly in high-volume breakfast service. I also prepared plans for table settings for personal events.
Supervisory Skills: Strengths and Weaknesses
The F&B industry requires effective supervision skills and abilities that are reflected in personal leadership, communication, flexibility, and problem-solving (Johnston, Clark and Shulver, 2012). During my placement, I could understand the areas where my style of supervision should be enhanced and the areas of my strength.
Strengths:
· Communicating: I was assured of articulating clear and clear instructions to the team members, mainly at busy service times. My interactions with guests were also quite effective, as they could ask questions (Taylor, 2010).
· Flexibility: I was able to manage last-minute changes, various forms of emergencies, including staffing issues, menu modifications, or customer complaints, without losing my head. 
Weaknesses:
· Reluctance to lead: In many situations, I tended to leave the decision-making to the older members of the staff, something that I could have had the initiative to do. 
· Conflict management: Whenever there seemed to be a small difference in my team, I would not confront the teammate on the matter since I was hoping the problem would be solved by itself (Bolton and Delderfield, 2018).
Real Examples of Supervision Impact:
Example 1: Good supervising: In one of the breakfasts where there were more than 300 guests, the supervisor had self-divided the team into zones and appointed runners and servers. This yielded more table turnover and shortened wait time, which received a positive guest response (Cole, 2019). 
Example 2 -Poor Supervision: There was miscommunication between the kitchen and the front-of-house staff at a banquet event due to a failure to brief. This further meant that vegetarian meals were delayed by more than 20 minutes. Some of these visitors made a complaint, and the staff was forced to provide free beverages (Team, 2025). 
Action Plan for Professional Development
	Goal
	Action
	Timeline

	Enhance leadership confidence
	Shadow experienced supervisors and seek feedback
	Ongoing

	Improve conflict resolution
	Attend a short course or workshop
	Within 3 months

	Strengthen decision-making
	Take the lead on minor team tasks and reflect via journal
	Weekly during placement



[bookmark: _Toc200885690]3. Development Journey
Comparison with Level 4 Placement:
At my Level 4 F&B placement, I was on a smaller team at, independent boutique hotel and easy operations. There were a few main differences between my current placement at IBIS Red - Barking and the one I took in the past: 
Hotel scale: The number of guests at IBIS Red - Barking was significantly higher, and especially during breakfast and event times, the schedule needed to be met quickly, and there was a need for better coordination. Conversely, the hotel at the fourth level was less crowded and relaxed, thus the management of work was easier (Vallen and Vallen, 2014).
Technology: IBIS Red - Barking applied the latest systems, such as point-of-sale machines, personnel planning applications, and online shift sheets. Meanwhile, Level 4 property was using primarily two manual records and handwritten shift logs that were both time-consuming and inefficient.
Team structure: In IBIS Red - Barking, the team was large, and the division of labor into distinct supervisors was there; hence, communication was more hierarchical. In my Level 4 placement, I was able to interact more closely with the manager and on a more individual level, and therefore had more knowledge of the task (Cole, 2019). 
Reflection on Learning from Past Modules
The module Level 4:  Kitchen and Front Desk – Reception operations taught me a good basis on standard operating procedure (SOPs), mise in place, service flow, and sanitation guidelines. Such theoretical perspectives assisted me in finding the rationality of structured service practices and routines of preparing daily programs in the course of my placement. 
The Level 5: Sustainable Hospitality & Tourism Management module has influenced my understanding of sustainable hospitality. One of the eco-friendly practices I witnessed during my placement at IBIS Red - Barking included the use of bulk dispensers, reduction in single-use plastics.
[bookmark: _Toc200885691]4. Service Improvement Proposal
Place to Improve: The Speed of Serving the Guests During the Peak Period 
This was possible via observation, where I discovered that during the stage of the day when the business was most likely to be visited, that is, during breakfast time (7:00-9:00 AM), the speed of guest service was often affected. Interviews with the personnel showed two factors, understaffing and poor allocation of tables, as being the main causes (Partridge, 2025). 
Justification: Speaking of peak times, one senior server said, "This type of service simply does not have enough runners to respond to the situation." Another one said that table assignments were not consistent, and this conflicted with the server.
Improvement Plan:
1. Introduce a Zone-Based Team System
To increase the coordination of service, it is possible to divide the dining room into certain areas each of which should have its server, and runners who will help that person to deliver services. This framework makes the roles clear and prevents the omission or overlapping of tables. Tesone (2010) affirms that spatial task allocation increases accountability and effectiveness of operations, particularly during peak times (Tesone, 2012).
2. Implement a Digital Queue System
It can make it much faster by having a digital system to track the status of a table, occupied, needs cleaning, or is ready. All staff would be in real-time with mobile devices or a central screen. The study conducted by Kimes and Robson (2004) revealed that restaurant use of technology greatly enables the reduction of wait time and enhances the satisfaction level as perceived by guests (Robson et al., 2011).
3. Pre-Service Briefing with Micro-Training
It is possible that team briefings can be done on a short, focused basis before service, whether it be located of offering an update on the VIP guests, or perhaps a refresh on those skills like tray handling or perhaps upselling. The article by Ottenbacher and Harrington (2009) also shows that microlearning enhances the quality of services provided without requiring a long period of training (Ottenbacher and Harrington, 2009).
Enhancing Performance Criteria
By applying these improvements, the F&B team can meet IBIS Red - Barking’s standards for:
· Service delivery time (target: ≤ 5 minutes for the first contact).
· Table turnover efficiency (≤10 minutes post-departure).
· Customer satisfaction scores (≥85% “excellent” ratings on surveys).
[bookmark: _Toc200885692]5. Conclusion
My work at IBIS Red – Barking gave me great ideas about the complexity of operations involved in large-scale reception services. It was possible to implement some theoretical models from previous modules and determine existing gaps in real services. I completed two of my three learning goals successfully - I expanded my knowledge of operations and got the ability to communicate them, but I have to improve my leadership initiative. As I keep exercising leadership development and optimization of the processes, I am confident that I can be helpful in future capacities related to hospitality.
[bookmark: _Toc200885693]6. References
· Bolton, G. and Delderfield, R. (2018). Reflective Practice : Writing and Professional Development. 5th ed. London: Sage.
· Boud, D., Keogh, R. and Walker, D. (2013). Reflection: Turning Experience into Learning. London: Kogan Page.
· Cole, K. (2019). Leadership & management : theory & practice. 7th ed. South Melbourne, Victoria, Australia: Cengage Learning Australia Pty Limited.
· IBIS (2025). ibis hotels in Barking And Dagenham – accor.com. [online] Accor.com. Available at: https://ibis.accor.com/en/destination/city/hotels-barking-and-dagenham-v0303.html [Accessed 16 Jun. 2025].
· Johnston, R., Clark, G. and Shulver, M. (2012). Service operations management: improving service delivery. 4th ed. Harlow: Pearson.
· Ottenbacher, M.C. and Harrington, R.J. (2009). The product innovation process of quick‐service restaurant chains. International Journal of Contemporary Hospitality Management, 21(5), pp.523–541. doi:https://doi.org/10.1108/09596110910967782.
· Partridge, J. (2025). Confidence plummeting among UK food and drink manufacturers, survey shows. [online] the Guardian. Available at: https://www.theguardian.com/business/2025/mar/26/confidence-plummeting-among-uk-food-and-drink-manufacturers-survey-shows.
· Robson, S.K.A., Kimes, S.E., Becker, F.D. and Evans, G.W. (2011). Consumers’ Responses to Table Spacing in Restaurants. Cornell Hospitality Quarterly, 52(3), pp.253–264. doi:https://doi.org/10.1177/1938965511410310.
· Taylor, B.J. (2010). Reflective practice. 3rd ed. Maidenhead: Open University Press.
· Team, G. community (2025). Share a tip on your favourite food and drink finds in Europe, including the UK. [online] the Guardian. Available at: https://www.theguardian.com/travel/2025/mar/10/share-a-tip-on-your-favourite-food-and-drink-finds-in-europe-including-the-uk [Accessed 15 Jun. 2025].
· Tesone, D. (2012). Principles of Management for the Hospitality Industry. Routledge. doi:https://doi.org/10.4324/9780080963075.
· Vallen, G.K. and Vallen, J.J. (2014). Check-in check-out : managing hotel operations. Upper Saddle River, N.J.: Pearson/Prentice Hall.
2 | Page

image1.png
Prifysgol Cymru

Y Drindod Dewi Sant
University of Wales
Trinity Saint David




