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Introduction
Located by a major UK airport, the Leonardo Hotel East Midlands Airport serves guests whether they are travelling for business or pleasure. The hotel’s 164 rooms keep it busy, and it provides guests with several Food and Beverage (F&B) services. These services include a contemporary breakfast buffet restaurant, a bar with a wide selection, 24-hour room service, and catering for hosted conferences and events. The primary learning objectives for this placement were to (1) work on my supervising and decision-making tasks within F&B operations, (2) get better at communication and teamwork, and (3) analyse the effects of leaders on the standing of the business and its services. Both the module’s learning objectives and my goals in hospitality leadership matched these objectives.
Section 1: Role Reflection
My reflection was organised using Gibbs’ Reflective Cycle (1988), which includes six steps: description, feelings, evaluation, analysis, conclusion, and action plan (Schoch, 2021). The model facilitates understanding personal experiences and acquiring knowledge from them in a structured manner.
Description
I completed my internship by assuming the role of a trainee supervisor in the F&B department. My job included supporting restaurant and bar efforts, setting up service areas, sharing duties with my team, maintaining cleanliness, conducting stock record checks, and handling guest reviews. I was responsible for making service-related decisions under the supervision of the F&B manager, primarily during busy periods.
Feelings
To begin with, the hustle of the dining services at breakfast and dinner was a lot to handle at once. I was scared I would make errors and disappoint my team. Gradually, I became accustomed to the hotel’s way of working and familiar with its rules, which increased my confidence. I discovered that I communicate and interact effectively with customers and coworkers. Even so, I noticed that handling many duties at once often caused problems with keeping on schedule and keeping stress levels manageable (Bradley et al., 2018).
Evaluation
A good example of supervision occurred when the manager led the pre-shift briefing during breakfast shifts on weekends. Every team member received a zone, and their dietary needs were noted; forecasts for guest numbers were also made. As a result, everything was well-coordinated, guests received prompt service, and everyone was satisfied with what we offered.  The researchers demonstrated that a lack of leadership communication and ineffective role assignment usually led to worsened service and employee morale (Walker, 2021).
Analysis
When it comes to hospitality, especially in the food and beverage (F&B) sector, quick and open communication is essential (Bradley et al., 2018). As shown previously, effective organisation from the management side is necessary for success in serving clients. Instead, the scrambled evening shift revealed what happens when plans are not in place.  Cousins and Weekes (2020) believe that supervisors being present during service cuts errors and inspires teams, which aligns with my findings as well. I discovered that, despite needing to know the business, soft skills such as leading others, listening well and maintaining composure matter just as much. Limiting surprises for staff and solving issues before guests are upset strengthens the team and pleases visitors (Schoch, 2021). I noticed that my effectiveness would increase if I became more prepared and made decisions more quickly.
Action Plan
Instead of retaining the status quo, I have come up with a plan for my development:
1. Please participate in the workshops offered by university and the hospitality community to help with time management and reduce stress (Martin, 2019).
2. Every evening, use our reflection journal to look back at the day, receive feedback and use your experiences to do things differently in the future.
3. Learn more about transformational leadership in hospitality by reviewing the article by Walker (2021).
Section 2: Development Journey
The difference in responsibilities and setting from my Level 4 F&B experience is easy to see. At Level 4, I worked in a small business hotel with relatively simple technical requirements, and my job primarily involved overseeing front-of-house operations. On the other hand, I learned about high guest numbers, advanced technology systems and fixed service methods through Leonardo’s branded arm. At Level 4, I learned about designing menus and properly managing various service situations. In my proposal for that assignment, I suggested offering fine dining, with many staff assigned to each guest. Yet, since Leonardo serves its meals very fast, the company must use menu engineering that fits both the guest population and the venue (Martin, 2019). At Level 5, the Sustainable Hospitality and Tourism module introduced me to the concept of corporate social responsibility (CSR). At Leonardo, we strive to have a positive impact by utilising biodegradable packaging, implementing energy-saving lights, and purchasing locally.
Section 3: Service Improvement Proposal
Identified Area:
The pace at which guests were served breakfast during the morning differed significantly. Even though a standard operating procedure was in place, the amount of time customers waited for their food varied considerably depending on who was present and the level of kitchen organisation.
Justification:
The pace at which guests were served breakfast during the morning varied significantly. Even though a standard operating procedure was in place, the amount of time customers waited for their food varied considerably depending on who was present and the level of kitchen organisation.
Improvement Plan:
1. Cross-training Programme: All staff should be introduced to a rotational training module. Employees need to be trained in every key area, such as coffee making, taking orders, and customer service, to bring more flexibility and independence to the team (Ackermann, 2024).
2. Micro Pre-Shift Briefings: In addition to their daily briefing, officers should hold two-minute briefings immediately before major service times.
3. Digital Queue Tracking: A screen-based system in the service area would always display orders for both cooks and servers, allowing them to manage their workload efficiently.
Support from Literature:
According to Benhadda et al., (2016), service design significantly enhances an organisation's operational efficiency. Improving the way employees communicate, and utilising Lean plans can dramatically enhance the guest experience. Additionally, according to Walker (2021), ensuring that guests receive the same high-quality service each time is a crucial factor in hotel performance.
Performance Criteria Enhancement:
We can keep track of our accomplishments by watching service time, the number of returned goods and guest scores. The metrics should be reviewed each week during our team’s meetings. Workers should understand the impact their work has on these numbers, which helps create a responsible environment.
Conclusion
I am confident that I have met all the learning objectives I started with at the beginning of my placement at the Leonardo Hotel East Midlands Airport. I developed better supervisory skills by observing and actively participating in management duties. I found that my skills in communication and coordination improved, especially during tense situations, and I gained a better understanding of how strong leadership supports quality service. I have also applied what I learned in school to devise workable and well-supported solutions to real-world challenges. As a result of working here, my plan to lead hotel F&B operations feels stronger, and I have developed a better understanding of how to do so.
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