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Introduction
During my Level 6 placement, I worked in the Food and Beverage (F&B) department at Moxy London Stratford, a trendy lifestyle hotel that targets millennial and Gen Z travellers. The F&B offering includes a grab-and-go breakfast buffet, 24/7 bar service, and social lobby events such as DJ nights, cocktail tastings, and seasonal promotions. Unlike traditional hotels, Moxy’s F&B style is informal, multifunctional, and driven by brand personality rather than formal dining protocols (Marriott International, 2024).
At the start of the placement, I set out three learning objectives:
1. To deliver exceptional guest service while developing confidence in a multitasking F&B environment.
2. To understand the fundamentals of supervision, including leadership and delegation.
3. To explore how sustainability principles are applied in real-world F&B operations.

Section 1: Role Reflection (Gibbs’ Reflective Cycle)
Description
My role was F&B Team Member, where I performed various tasks including setting up breakfast, serving drinks, preparing bar snacks, and maintaining the lobby area. I also participated in themed events such as Moxy Drag Queen Show and Moxy Socials. While I was not a supervisor, I often worked closely with team leaders and observed their decision-making processes.
Feelings
Initially, I felt excited but unsure of how I’d manage the fast-paced nature of the role. Over time, I grew more confident, particularly in guest interaction and working under pressure. I was especially proud when I received positive feedback from repeat guests who appreciated my friendly service, aligning with what Lashley (2008) describes as emotional labour in hospitality.
Evaluation
My communication skills and attention to guest needs were strong, but I struggled during periods of intense multitasking, especially when responsibilities were not clearly divided among team members. According to Baum (2015), role clarity is essential for maintaining service standards, which I found lacking in some shifts.
Analysis
Key skills I observed in effective supervisors included calm decision-making, task delegation, and motivation. For example, during one breakfast shift, the team leader clearly assigned roles, monitored pace, and checked in with each team member. This improved morale and service speed. Conversely, during a Moxy Drag Queen Show, no one was clearly in charge, leading to disorganised service and guest complaints. This reflects Mintzberg’s (1973) view of the importance of interpersonal roles in supervisory leadership.
Action Plan
1. Develop stronger multitasking strategies through time management training (Timm, 2014).
2. Shadow supervisors to understand delegation and leadership behaviours.
3. Complete online modules in hospitality supervision and guest service excellence.

Section 2: Development Journey
Comparing my Level 6 experience at Moxy London Stratford with my Level 4 placement at Marriott Kensington, I observed significant differences. Marriott Kensington is a more traditional, upscale property with formal F&B service and a corporate clientele. In contrast, Moxy is casual, energetic, and lifestyle-oriented, with a stronger emphasis on personality-driven service and multifunctional team roles (Pizam, 2010).
At Marriott, roles were more specialised waiters focused solely on food service, while bartenders handled drinks. At Moxy, however, one person might be bartending, setting up a buffet, and engaging with guests, all within one shift. This operational model aligns with Guerrier and Adib’s (2004) discussion of functional flexibility in modern hospitality settings.
From an academic perspective, the Level 4 Food and Beverage Operations module gave me a foundational understanding of hygiene, menu design, and service procedures. I now realise that Moxy’s informal F&B model deviates from traditional formats, but still requires precision, particularly in speed, presentation, and consistency (Walker, 2017).
In terms of Level 5 Sustainable Hospitality, Moxy implements sustainability quietly—for example, through limited food waste, minimal packaging, and increased vegan offerings. While it’s not heavily promoted, these practices align with what Bohdanowicz (2006) identified as “silent sustainability” in branded hospitality chains.

Section 3: Service Improvement Proposal
One key area for improvement at Moxy Stratford is the challenge of multitasking without clear role definition. Staff are expected to move between roles quickly, which often leads to inefficiencies and reduced guest satisfaction. According to Riley (2005), multitasking can be effective only when supported by strong leadership and role clarity.
I personally experienced confusion during several events, where there was no clear distinction between who was running the bar, attending to the lobby, or preparing food. This led to missed orders and guest dissatisfaction. Discussions with team members revealed a common concern: a lack of structured responsibilities during busy shifts.
Improvement Plan:
1. Introduce Pre-Shift Role Assignments
Each team member could be assigned a primary focus (e.g., “Bar”, “Lobby”, “Breakfast”) for each shift. This aligns with recommendations by Jones and Lockwood (2002) on enhancing team efficiency through task clarity.
2. Use a Visible Task Board
A whiteboard listing responsibilities and team names could help clarify tasks in real-time. This has been shown to reduce confusion and improve response times (Kapiki, 2012).
3. Monthly Micro-Training
Short, 20-minute refreshers on task prioritisation and guest communication could improve adaptability and help new team members. Training is known to enhance morale and consistency (Baum, 2006).
Overall, reducing ambiguity in staff roles would lead to better guest service and smoother shift transitions.


















Conclusion 
Throughout this learning log, I have applied Gibbs’ Reflective Cycle (1988) to structure my reflection on my placement at Moxy London Stratford. By following each of the six stages—Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan—I was able to critically explore my experiences, identify strengths and weaknesses, and suggest ways to enhance both my personal performance and the wider F&B operation.
This placement allowed me to engage in real-time problem-solving and multitasking within a high-energy, informal hotel environment. I developed key skills in guest service and communication, observed the importance of effective supervision, and gained insight into how operational efficiency can be improved through clearer task division. Comparing this with my Level 4 placement at Marriott Kensington helped highlight the significant differences between formal and lifestyle hospitality models.
Although I achieved two of my three learning objectives—improving guest service delivery and learning about supervision—I recognise that I still need to develop my ability to manage multiple responsibilities under pressure. Using the reflective process has given me a clearer understanding of how I learn from experience and how I can take intentional steps toward future career development.
This structured reflection has also allowed me to apply academic theories and prior learning—such as those from my Level 4 and 5 modules—to the realities of hospitality operations, ensuring a deeper and more meaningful understanding of the F&B sector.
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