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Introduction 

During my placement at Leonardo Hotel, London, Croydon, I experienced the Food and Beverage operation, including three services, breakfast, lunch, and dinner, with different menus from buffet service to on-site restaurants and bars. I find it essential to mention that in the hotel, guests can pay by only card. 
At this time, I realised that in the future I would like to gain more experience in this department, secondly, I find it important to learn more about the use of the terminal, and finally, I would like to work a bit faster than now. 

























Section 1: Role Reflection     

At Leonardo Hotel, I worked as a waitress at the Food and Beverage department, using Graham Gibbs’ reflective model,, I experienced that the key responsibilities of a food and beverage supervisor are managing all kinds of food and beverage service, overseeing daily operations, ensuring guest satisfaction, and handling complaints, supervise the staff of the department (Go2HR, 2024). This placement helped me understand that the Food & Beverage division of the Leonardo Hotel employs a multifaceted decision-making process with an emphasis on staff participation, cost control, and customer satisfaction. Establishing quality standards, creating sales strategies, addressing client concerns, and cultivating a supportive team atmosphere are important areas. I also observed that they place a strong emphasis on financial accountability, talent management, and performance reviews.  

During my placement, I observed that there are some skills, which are required for effective supervision, including combining hard skills like inventory management, financial planning, and familiarity with food safety laws with soft skills like problem-solving, leadership, and communication are necessary for effective food and beverage supervision. Seeing Workbred (2023) statements about the topic, managing operations, guaranteeing customer satisfaction, and upholding high levels of service, supervisors must be able to inspire, manage, and train their staff improved my knowledge of effective supervision. My experience showed me that it is vital to be communicative, motivated to solve the problems, handle the complaints, and be open to learn more to be much more effective. 
After experiencing this placement, I know that my strengths are that I have good communication skills, I like dealing with people, and I am motivated. Although my weakness is a poor knowledge of technical gadgets. 

One of the real examples, which I experienced during my placement that the dishwasher broke down and it was not replaced for five months, later I realised that the ice maker machine also did not work. I think these are very big problems because of the health standards, and there is great demand for ice, especially in the summertime. Unfortunately, I experienced poor supervision because these problems exist at the moment as well. Moreover, I suppose it can cause many more guest complaints and bad reviews for the hotel. 
The other example, that I observed that there are few employees in this department; as a consequence, an employee has to replace other workers’ tasks, which can cause customer complaints because of the longer waiting time, for example, at breakfast. Basically, I think the solution would be to employ more workers to share tasks; however, recruitment for the hotel is continuous.


Action Plan 

For my professional development, I find it important to gain more experience and learn how to use the terminal. I hope I will fulfill my plan within the next year. 




Section 2: Development Journey 

I spent my placement at the same hotel, Leonardo, therefore, I have compared the similarities and differences within this hotel. 
My Level 6 Food and Beverage placement experience is similar to Level 4. The similarities, which I experienced, are that the breakfast menu and drink choice stayed the same, and the customers are also the same, of course. Nevertheless, I observed more changes at Leonardo Hotel, which is a budget hotel; the lunch menu changed, and the menu prices are higher than before. I experienced a change in uniform; it used to be black, but now it is green, and employees must wear an apron, too. A change occurred in the rate of the hotel because the hotel used to be a 3-star hotel, but now it has become a 4-star hotel. I also recognised changes in rules in this department, for instance, staff must set the tables when a group of guests arrive to eat. The biggest and negative change I experienced was the number of staff, which became much less, unfortunately. Therefore, the staff’s work is more than 2 years ago. I observed that the hotel manager helps to complete all the tasks. I experienced another change at the moment; there is no Food and Beverage manager in the hotel. 
During my Food & Beverage Operations module, in Level 4, I gained some practical skills and knowledge about customer service, staff management, menu planning, and financial aspects, as well, which helped me understand how to manage food and beverage operations. In level 5, in my Sustainable Hospitality & Tourism Management module, I learnt the practices of running hospitality businesses; therefore, I became familiar with the impact of tourism on communities, and the role of technology in promoting sustainable tourism. I think my perspective and skills in the F&B department have changed since I wrote my Level 4 assignment, because now I feel that I have gained more experience, so I have developed. In my view, the menu design I created then would be appropriate for the Leonardo Hotel because it would make the hotel’s menu more interesting and attractive. 



Section 3: Service Improvement Proposal 


During my placement, I observed the operation of F&B, and I realised that staff training is inefficient, so it could be improved. According to the conversations of my colleagues, I became aware that there is not enough time given to learn how to use the hotel system and know the operation of the department. I realised the staff do not care about the newly recruited workers properly; therefore, most of them quit their jobs in a short time. 
Having known of this issue, employees who receive hospitality training can acquire the skills they need to do their jobs effectively and offer excellent customer service (Express Online Training, 2022).  This experience is critical as EHL Graduate School (2024)  highlights in its article, evaluating the existing culture, establishing the ideal culture vision, and developing a change management strategy in order to promote a culture of continuous improvement. Zovko (2025) emphasises the importance of an affordable learning management system that provides interactive training, tracks training progress, and enables individualised learning is a hospitality LMS (Hospitality Learning Management Software). 
Cvetkovic (2020) gives an idea, new hires can observe the application of their hospitality industry training in a relaxed setting by shadowing. 

Based on employee experience and the complexity of the abilities that must be mastered, create standards for shadowing. Experiencing the problem, I think it would be important to give new employees more time to learn. 
Considering the enhancement of performance criteria and technical knowledge to meet F&B service standards, Turner (2025) highlights that staff members must receive ongoing training in order to stay current with evolving rules. Creating training materials, delivering pertinent compliance training, tracking completion, and making sure staff members are always knowledgeable about labour regulations and food safety standards are all made simple with a mobile training platform (Turner, 2025).
According to Expertia IA (2025), establish standard operating procedures (SOPs) to guarantee uniformity in the provision of services. SOPs improve the overall customer experience, lower variances, and preserve quality. McCarthy (2024) explains that to meet and surpass guest expectations, it is necessary to continuously improve restaurant service standards in response to shifting industry trends and customer expectations. Sarwat (2025) highlights that a performance development approach should never be based on personal prejudices or assumptions, but rather on facts. 


















Conclusion 

During my placement, I have developed a deeper understanding of the Food and Beverage department's operations and become familiar with the key tasks of managers and staff. I experienced that the manager is responsible for managing orders, handling customers’ complaints, solving problems, managing and training staff, not to mention guaranteeing customer satisfaction. This placement has taught me how to handle problems, stay motivated, and remain calm under pressure. 
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