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Introduction
The reflective learning log is based on my level 6 placement in the Polo Club Hotel, which is situated at Stoney Thorpe Estate, Southam CV47 2DL. The hotel operates as a boutique countryside resort that provides accommodation services, food and beverage services and private event facilities (Polo Club, 2025). Though I work in the Front Office, I have to be in constant communication with the Food and Beverage (F&B) operation, which provides me with knowledge about the standards required in the operation and service delivery.
The F&B service of the hotel revolves around the on-site restaurant that serves breakfast to the residents of the hotel and offers an à la carte dinner menu consisting of locally sourced products. There are a lounge and a bar whose services are offered throughout the day, which serves drinks such as wines, spirits, cocktails and snacks. The hotel also offers tailor-made menus and beverage packages to private functions and events, which include weddings, business meetings and social parties. The F&B and Front Office integration is essential to ensure smooth experiences for the guests, especially in the areas of reservation, billing coordination, event communication and service recovery.
Main Body
The Polo Club Hotel Level 6 placement allowed me to critically implement the knowledge gained through the Sustainability for the Hospitality Industry module in the operation of Food and Beverage (F&B). Despite the fact that my main department was Front Office, there were at various times every day coordination with the restaurant, bar and events team, which gave me experience in the breakfast service, dinner operation and private functions. This also allowed me to examine the application of theoretical concepts learnt in the classroom to reality and to analyse the applicability of these concepts in a real hospitality setting.
Balance between environmental, social and economic responsibility in hospitality operations is one of the main ideas that have been studied in the context of the sustainability module. When eating breakfast at the hotel, I noticed that hot food was being served on someone-deliver plates as opposed to a buffet with a full self-service system. Talking to the restaurant supervisor, I understood that it was done to eliminate overproduction and make the food waste as minimal as possible, and the presentation is still high in quality. My Level 4 placement had a stronger operational planning and environmental consciousness in comparison to my Level 4 placement, where buffet items were often left over at the end of service owing to poor forecasting. I realised that the Polo Club Hotel establishes sustainability in its operations, not as a marketing approach. However, I also considered that there was limited communication of these sustainable practices to guests. Critically, both environmental and reputational returns exist in the sustainability projects, and they are made visible (Makoondlall-Chadee and Bokhoree, 2024). Perhaps the hotel is missing a chance to improve the opinion of the guests and the hotel brand.
Events coordination was a period that witnessed economic sustainability. During my time at Front Office, I constantly communicated with the events and F&B departments to verify guest attendance, menu and beverage packages. During the conversation with the Bar Supervisor, I learned more about stock inventory control systems and cost management practices. The profitability was safeguarded by the use of weekly inventory reviews, beverage package and stock rotation due diligence, and careful portion control. This was theoretical information on an understanding of beverage cost percentages and beverage shrinkage control of the Food and Beverage Operations module (Watson et al., 2023). As part of its preventative strategy and management, Polo Club Hotel showed a more proactive and managerial method compared to my Level 4 placement, where managing stocks was less organised and reacted to what was happening. The process of observing served to shadow decision-making, supervising and realising the relevance of financial awareness in the context of F&B work (Lee and Lu, 2024). This is directly connected to the learning outcome of learning the management performance in the workplace.
These strengths notwithstanding, operational problems could be seen in peak evening service. At a number of occasions, there would be delays in communication between the restaurant and bar leading to a long waiting time in order to have an order of the drinks. This showed the interdependence of F&B departments and reflected on how the inefficiency in one department can affect the satisfaction of the guest (Anon, 2010). The delay resulted in situations where customer service was about to drop to lower levels than the client expected, though the employees were professional and polite. Thinking about this situation, I realised that, although the level of empowerment and reactive service recovery was high, it was possible to enhance preventative systems. 
Polo Club Hotel enabled supervisors to address complaints on the fly, as opposed to Level 4, where recovering the service user required the approval of the managers, which enhanced quickness. Nevertheless, more attention to organised communication at times when the place is busy might decrease the necessity of service recovery in the first place (Hagg, 2013). The average levels of service quality were quite high and corresponded to the theoretical frameworks that were studied in the classroom. The outward appearance of the restaurant, such as polished glassware, the uniformity of table arrangements and professional uniforms, was curated to give the service quality a tangible dimension. Consistency was also proven by correct order taking and steady menu delivery (Johnston et al., 2012). I witnessed one such situation in which a guest had her steak prepared incorrectly during dinner time. The supervisor managed the events in a timely manner, sincerely apologised, changed the dish without delay and gave a free beverage. This also showed good service recovery, assurance and empathy. 
The authority granted to supervisors minimised the number of time-consuming events and safeguarded the guest experience (Rutherford and O’Fallon, 2007). Compared with my Level 4 placement, complaint management was more bureaucratic and ineffective, a factor that sometimes worsens customer dissatisfaction. I gained a better understanding of the importance of decentralised decision-making and customer satisfaction in this experience.
The other noteworthy point of my placement was to observe leadership in the F&B department. In the preparation of the event, I was able to notice the restaurant supervisor and observe them assigning tasks to the team members. I observed that instructions were modified based on the confidence and experience of the staff. First-time employees received direct instructions, whereas more experienced colleagues were allowed to be more autonomous (Çıvak et al., 2024). Such an adaptive leadership style was able to establish a positive working environment and enhance effectiveness in busy functions (Walker, 2021). As a result, my Level 4 placement was more autocratic with limited staff input and apparent lower morale. The difference that was witnessed helped me to critically observe the role of leadership style on employee engagement and service outcomes.
This placement has made me strong analytically at a personal level. In Level 4, I mostly focused on accomplishing given tasks effectively. At Level 6, I am now more informed about the strategic arguments behind operational decisions. To give a specific example, being informed about how plated breakfast lowers wastage, or how restricted control of beverages lowers the profit margin, has changed my thinking behaviour to that of operational involvement towards managerial understanding. Now I understand that to master F&B management, it is necessary to pay attention to balancing guest satisfaction, control of costs, sustainability and staff motivation at the same time.
Conclusion
To conclude, I find it quite important that my Level 6 placement in the Polo Club Hotel has helped me to critically evaluate the way in which my academic knowledge about the theoretical background of the subject becomes applicable in a real Food and Beverage setting. I was able to find that sustainability and practices, cost control systems, service recovery procedures and adaptive leadership styles are fully practised in the day-to-day activities. The management in the Polo Club Hotel depicts more preventive control, better activation of staff and more systematised operations planning, especially in the area of breakfast service, stock management and organisation of events, than on my Level 4 placement.
The improvement areas were also revealed by my reflection. The sustainability initiatives efforts can be presented more prominently to the guests in order to increase the reputational value. Whereas more straightforward interdepartmental communication during peak service will ensure reliability and responsiveness. The guest satisfaction can also be further improved by implementing preventative quality checks during the night shift during peak business hours at dinner.
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