


Introduction 
The Food & Beverage operations at DoubleTree by Hilton London Angel, form a vital part of the hotel’s service offerings, contributing significantly to guest satisfaction and overall brand experience. The hotel provides a range of dining options, including the Marco Pierre White Steakhouse Bar & Grill, which delivers a blend of British and French cuisine in a stylish yet relaxed setting. Additionally, guests can enjoy light bites and beverages at the hotel bar or take advantage of 24-hour room service, ensuring flexibility and convenience (Hilton, 2024). The F&B team ensures high service standards while catering to diverse dietary needs, making it a key aspect of the hotel’s hospitality excellence.
During my placement at DoubleTree by Hilton London Angel, I aim to achieve three main learning objectives:
· To develop a thorough understanding of daily F&B operations, including front-of-house and back-of-house coordination.
· To enhance customer service and communication skills in a high-standard hospitality environment.
· To gain insights into inventory management, food safety, and quality control procedures in line with Hilton’s global standards.
These goals will provide a well-rounded foundation for a future career in hospitality management.

Role reflection 
During my placement at DoubleTree by Hilton London Angel, I worked as a Food & Beverage Assistant, supporting both the restaurant and bar operations. My duties included greeting and seating guests, taking orders, serving food and beverages, resetting tables, and ensuring hygiene and health & safety standards were met. To understand the dynamics of supervision within the team, I applied Belbin’s Team Roles Theory (Belbin, 2010), identifying myself primarily as a “Team Worker” who helped maintain harmony and supported others, and an “Implementer” who turned plans into practical action.
Decision-making was often shared between supervisors and staff, demonstrating a democratic leadership style (Lewin et al., 1939). Supervisors encouraged feedback and delegated tasks based on individual strengths and current needs, which contributed to smooth operations during peak service hours.
Key skills required for effective supervision included clear communication, adaptability, emotional intelligence, and leadership. I found my strengths were in cooperation, reliability, and attention to detail. However, I recognised weaknesses in assertiveness and managing stress during high-pressure situations.
As an example of effective supervision occurred during a fully booked lunch service. The supervisor conducted a pre-shift briefing, delegated roles clearly, and checked in with team members regularly. As a result, service ran smoothly, staff stayed motivated, and guest satisfaction remained high.
In contrast, an example of ineffective supervision happened during a breakfast shift when a manager failed to redistribute responsibilities after two staff members called in sick. With no plan or communication, confusion arose, service was delayed, and guests became frustrated. This highlighted the importance of flexibility and quick decision-making in effective supervision.
These experiences deepened my understanding of leadership in hospitality and emphasised the importance of preparation, delegation, and staff engagement in achieving operational success.

Development journey 
During my Food & Beverage placement at DoubleTree by Hilton London Angel, I developed skills in guest service, table setup, order taking, and ensuring food hygiene standards. These responsibilities closely mirrored my earlier Level 4 placement at Hilton London Paddington, also within the F&B department. Despite the differences in setting and customer demographics, both placements shared key operational and experiential similarities, rooted in Hilton’s global service standards (Hilton, 2023).
In both hotels, I observed the structured use of Standard Operating Procedures (SOPs), which ensured consistency in guest service, order accuracy, and cleanliness. Both placements emphasised the importance of team collaboration, particularly during high-demand periods such as breakfast and dinner service. Staff coordination was essential for delivering timely service, and daily team briefings helped set clear expectations.
Guest interaction was a critical component in both placements. Handling complaints, upselling menu items, and maintaining a polite and professional demeanour were daily expectations, helping enhance customer satisfaction and repeat business (Jones & Lockwood, 2002).
One key difference was the service style and pace. Hilton Paddington had a busier, more corporate clientele, often requiring faster turnaround and a focus on efficiency. In contrast, DoubleTree offered a slightly more relaxed, leisure-focused dining experience, allowing for more personalised service.
Overall, both placements strengthened my understanding of F&B operations and reinforced the importance of consistency, teamwork, and guest focus in delivering high-quality hospitality service.

Service improvement proposal 
One key area in the Food & Beverage (F&B) department at DoubleTree by Hilton London Angel that could be improved is the speed and efficiency of breakfast service, particularly during peak hours. Based on my first-hand observations and discussions with colleagues, delays often occurred in order-taking and buffet replenishment. These issues led to guest complaints about waiting times and lukewarm food, which negatively impacted guest satisfaction and staff morale.
This challenge often stemmed from understaffing, inconsistent task delegation, and limited coordination between kitchen and front-of-house teams. According to Walker and Walker (2016), operational efficiency in hospitality is closely tied to clearly defined workflows and sufficient staffing, especially during high-demand periods.

Improvement Plan:
· Implement a Pre-Shift Task Allocation System
Introduce a rota that clearly defines individual roles during peak times (e.g., runner, order-taker, buffet attendant). This ensures smoother service flow and prevents confusion (Davis et al., 2018).
· Introduce Cross-Training for Staff
Enable staff to assist in both front-of-house and basic back-of-house tasks, such as refilling the buffet. Cross-training enhances flexibility and allows for rapid response when teams are short-handed (Baum, 2015).
· Use Guest Feedback to Inform Scheduling
Monitor daily guest numbers and feedback to predict busy periods more accurately and schedule more staff accordingly. Data-driven scheduling aligns resources with demand, improving performance (Jones & Lockwood, 2002).
By enhancing technical knowledge (e.g., food handling, POS usage) and linking performance criteria with guest satisfaction indicators (such as wait times and guest ratings), staff can be more effectively evaluated and supported. Ongoing training and open communication are essential for sustaining improvements.


Conclusions 

Overall, my Food & Beverage placement at DoubleTree by Hilton London Angel has been a rewarding and educational experience, helping me to build on the foundational skills gained during my Level 4 placement at Hilton London Paddington. Both placements shared operational similarities, such as standard operating procedures, guest service focus, and teamwork, but differed in pace and guest expectations. Applying theoretical frameworks like Belbin’s Team Roles and Lewin’s leadership styles enhanced my understanding of team dynamics, supervision, and leadership effectiveness.
Through hands-on tasks such as serving guests, managing service flow, and supporting event setups, I developed critical skills in communication, problem-solving, and adaptability. Observing both effective and ineffective supervision deepened my appreciation for the importance of leadership, planning, and delegation in F&B operations.
Identifying inefficiencies in breakfast service at DoubleTree allowed me to apply problem-solving skills and develop a realistic improvement plan. By focusing on clearer task roles, cross-training, and smarter scheduling, guest service and staff performance could be significantly improved.
This placement has not only advanced my technical and operational knowledge but also helped me reflect on my own strengths and areas for growth, preparing me for future supervisory roles within the hospitality industry.
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