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During my placement at Leonardo Hotel East Midlands Airport, I worked in the food and beverage (F&B) department of a busy airport hotel serving business travellers, airline crews, and short-stay guests. The F&B service includes a self-service breakfast buffet until 10 a.m., a bar menu available for lunch, and dinner service in the evening. The team also supports frequent conferences and events, preparing and delivering various buffets and refreshments across the hotel simultaneously. At the start of my placement, I set three learning objectives: to understand hotel F&B operations more deeply, to build confidence in communication and teamwork during service, and to observe how supervisors manage staff and guests under pressure.
To reflect on my experience, I used Gibbs’ Reflective Cycle (1988), which helped me evaluate what went well, what didn’t, and what I could improve. My role as a food and beverage assistant was mainly based in the restaurant, where I helped set up and clear breakfast, reset tables for dinner, polish cutlery, and restock items. I also assisted with conference lunch setups, arranging buffet tables and serving food. While I didn’t make high-level decisions, I observed how supervisors handled task allocation, made decisions under pressure, and supported staff during challenging moments. Effective supervisors needed to be calm under pressure, clear in their instructions, and quick to solve issues when they arose (Yukl, 2013).
An example of effective supervision occurred during a simultaneous service for a large finger buffet in the lobby catering to 120 guests and a restaurant buffet lunch for 40 guests. Faced with the challenge of serving such a high volume of customers, duty managers and staff from other departments actively supported the F&B team. The supervisors provided clear guidance, delegated tasks efficiently, and maintained open lines of communication throughout the service. Both events were executed seamlessly, with all guests being served promptly and satisfactorily. In contrast, I witnessed poor supervision during my placement that affected both staff morale and performance. I was assigned to shadow a colleague who had only been at the hotel for three weeks and despite her limited experience, she was often left to manage the restaurant alone. On a particularly busy day preparing for a lunch buffet, she became flustered and frustrated when I asked how I could help, admitting she didn’t know what to do herself. Recognising she was overwhelmed and unsupported, I stepped back to give her space to regain composure before she could assign me tasks. This highlighted the importance of proper training and not overburdening inexperienced staff (Baum, 2006).
A key strength I demonstrated was emotional awareness. As mentioned above, I recognised my colleague’s stress and adjusted my approach accordingly. This reflects Goleman’s (2000) view of emotional intelligence as essential for leadership in high-pressure environments. The same staff member also struggled with English and often asked me to speak to guests on her behalf. This made me aware of the communication challenges faced by multicultural teams and the need for supportive communication strategies (Spitzberg & Changnon, 2009). On the other hand, I recognised that I lacked knowledge about conference lunch setups, which reduced my confidence and effectiveness. Unlike breakfast service where I had prior experience and adapted quickly, the lunch service was unfamiliar as I had no prior experience with this during my previous placement. This experience underlines the importance of comprehensive training and exposure to different service types in developing versatile hospitality staff (Nickson, 2013).
To support my professional development, I have created the following action plan. I aim to build on my knowledge of standard operating procedures and expand my industry vocabulary through on-the-job learning and self-study. I will also practise assertive communication by volunteering for tasks or supporting new colleagues. Finally, I aim to learn some general hospitality terminology in other languages to better connect with multilingual staff and support inclusive communication, which is key to managing cultural diversity in the hospitality workforce (Treven, Mulej & Lynn, 2008).
When I compare my placement at Leonardo Hotel East Midlands Airport with my previous Level 4 placement at Premier Inn, the differences in pace, structure, and service expectations are clear. Premier Inn was much quieter and simpler, with a buffet breakfast but no lunch service or conferences. Usually, only one person worked in the restaurant, sometimes helped by front desk staff who also managed the bar. In contrast, Leonardo Hotel was much busier, hosting multiple daily conferences and large guest numbers requiring constant coordination across departments. This made the work more intense, demanding stronger communication, better time management, and more teamwork. While staff at Leonardo were generally more experienced, there were still gaps in how new employees were trained and supported. This showed me how important thorough induction and ongoing training are for maintaining service quality and boosting staff confidence in busy hospitality environments (Deery & Jago, 2015).
Reflecting on my academic journey, in particular the Level 4 Food & Beverage Operations module, I realise my understanding of the F&B department has grown significantly since designing my Foodology restaurant menu concept. Initially, my focus was on menu design, prioritising inclusivity, sustainability, and a modern dining experience tailored to a multicultural urban audience. However, my placement at Leonardo Hotel East Midlands Airport has highlighted the operational complexities involved in delivering such experiences within a fast-paced, high-volume environment catering to business travellers and conference clients. Unlike the mid-scale, casual dining setting I had imagined for Foodology, which prioritises leisurely lunch and dinner services, Leonardo Hotel requires a more flexible and rapid approach. Its service model demands efficient teamwork, quick decision-making, and adaptability contrasting with the controlled, curated meal experience I envisioned. 
One key area for improvement in the F&B department that I feel would be beneficial is the training and support of new staff. My experience showed that new team members were given responsibilities too soon, leading to stress and performance issues. Other staff also mentioned that procedures for conference setups were often unclear, leading to confusion and an overreliance on individual initiative instead of structured guidance. This reflects concerns raised by Bharwani and Butt (2012), who argue that inconsistent training and a lack of operational clarity are major challenges in hospitality, often leading to inefficiencies and reduced staff confidence. To address this, I suggest a structured induction programme, shadowing, and checklists for new staff; daily team briefings to clarify roles; and quick-reference guides for key tasks. Structured training has been shown to enhance both service quality and staff retention by improving employee engagement and ensuring consistent performance standards across the team (Krebs, 2024). The suggestions I have proposed would help boost service standards, increase staff confidence, and enhance guest satisfaction. Investing in employee development not only enhances staff confidence but also improves job satisfaction and performance, leading to better guest experiences and long-term team success (Depierraz, 2024).
In conclusion, my placement at Leonardo Hotel East Midlands Airport allowed me to better understand how a busy F&B department operates in a large hotel. I developed my teamwork and adaptability skills, while also recognising the need to improve my assertiveness and communication under pressure. I observed both good and poor examples of supervision, which helped me reflect on what kind of leader I want to become in the future. While I met most of my learning objectives, there is still room to grow but I now feel more confident in working in fast-paced hospitality environments and more aware of what professional development steps I need to take moving forward.
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