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The Best Western Burlington Hotel operates as a 4-star seaside establishment in Folkestone, Kent, under the international Best Western franchise network (Burlington Hotel, 2025). The hotel provides 60 guest rooms and private event spaces and complete dining facilities through its Bay Tree Bar & Grill restaurant and lounge bar, which serves both business and leisure guests. The hotel operates independently, yet it needs to fulfil all service and quality requirements of the Best Western brand (Best Western, 2025).
I spent my ten-week placement in the Food and Beverage department, where I helped with breakfast and dinner service and table preparation and plate removal and occasional kitchen assistance for cleaning and basic preparation work. The Assistant Manager, Mirek, conducted my induction program under the supervision of General Manager Niall Bird. The restaurant placement allowed me to witness restaurant operations firsthand while handling guest interactions and learning how theoretical Food and Beverage Operations concepts translate into practical service delivery for guest satisfaction.
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The restaurant experience during my first weeks at work demonstrated that kitchen and front-of-house teams need to share information effectively to deliver efficient service. The restaurant operation reached its peak performance when servers and kitchen personnel maintained perfect coordination of food preparation orders. Davis et al. (2018) explain that food and beverage operations achieve success through synchronised communication between kitchen and front-of-house areas by using structured systems like the “order point” model.
The hotel staff maintained excellent service during most times, but breakfast rush hours sometimes led to communication breakdowns, which caused food delays and increased work stress for staff members. The Assistant Manager, Mirek, maintained active involvement between the restaurant and kitchen areas to guarantee that service operations operated without interruptions. His leadership approach demonstrated to me that effective supervision, combined with team collaboration, forms the foundation for delivering satisfied guests.
The Motivation-Hygiene Theory, developed by Herzberg (1959), demonstrates how recognition and encouragement create positive effects on employee motivation. The positive feedback from guests during my service work, together with their small gratuities, made me feel important and boosted my confidence. The experience demonstrated that staff performance and morale improve when employees receive recognition and achieve their goals. The practical application of theoretical concepts demonstrated that operational efficiency and guest satisfaction depend on motivation and communication and teamwork.
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My main responsibility at work involved delivering high-quality service while building a welcoming dining environment for guests. The hotel upholds Best Western quality standards, which require staff to maintain proper table arrangements and maintain cleanliness standards and deliver professional service to guests. The hotel staff needed to focus on both food quality and detailed service elements, which included clean cutlery and glassware, and friendly service delivery.
The SERVQUAL model developed by Parasuraman, Zeithaml and Berry (1988) consists of five service quality elements, which include reliability and responsiveness and assurance and empathy and tangibles. The service operations at the hotel demonstrated all these elements. The staff demonstrated reliability through accurate and fast order delivery, they showed responsiveness by providing quick service and they displayed empathy through their polite assistance to guests. A guest praised my service by saying I was "very attentive and kind", which demonstrated how the SERVQUAL framework's empathy and assurance dimensions work in practice.
The restaurant experience demonstrated how theoretical service quality frameworks create direct connections with actual customer interactions. The Best Western brand standards provide consistency, but I saw that staff behaviour and body language and their communication skills play an equal role in service delivery. Staff members who maintain positive behaviour during challenging times create better guest experiences, which leads to improved brand reputation. The small individual gestures which staff members provide create substantial effects on how guests evaluate the quality of their service experience.
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The Burlington Hotel maintains two types of workforce, which include permanent staff members and staff who work seasonally. Starting immediately after the summer season, I could see that this brought additional work responsibilities, which sometimes resulted in insufficient staff numbers. The existing staff members faced increased work pressure because of this situation, which made teamwork become more vital for success. Mirek provided me with basic service procedures during my induction, but I noticed that the hotel lacked sufficient training sessions because of time restrictions.
The hospitality industry faces difficulties in maintaining worker motivation and retention because it depends on part-time and temporary staff, according to Seyitoğlu et al. (2023). Rutherford and O’Fallon (2007) demonstrate that insufficient training programs result in decreased service quality and staff contentment. The service delivery became more efficient when staff members demonstrated their expertise, but service quality suffered when new or untrained personnel joined the team.
The service environment follows the principles of Maslow's (1943) Hierarchy of Needs. Staff members need their fundamental needs met, including job security and fair treatment, before they can progress to higher motivation levels, which include recognition and self-fulfilment. The team members developed a sense of belonging because Mirek provided them with supportive leadership and friendly behavior. The management approach Mirek used created higher employee motivation which led me to deliver better results. The hospitality industry requires financial incentives but employees also need emotional support through appreciation and teamwork and trust-based relationships.
The service quality remained excellent but I believe additional pre-season training sessions combined with daily team briefings would enhance team coordination and decrease stress levels during peak service times. The additional training would enable part-time staff to develop better teamwork skills which would lead to improved service quality and employee retention rates.
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My knowledge about Food and Beverage operations existed only through academic materials before starting this placement. At Level 4, I viewed the Food and Beverage department as a service unit which handled food service and order management. The practical experience at the hotel transformed my entire understanding of F&B operations. The Food and Beverage operations require planning and leadership skills and customer relationship management and team communication.
The service process revealed its complexity to me through my work with Mirek and other staff members, who showed me how orders get processed and kitchen coordination works while guests receive satisfaction and feedback is handled. The experience helped me build essential hospitality skills, which include time management and communication, and teamwork abilities.
The practical experience allowed me to link academic knowledge with actual hospitality work. The SERVQUAL model and motivation theories now make sense to me because I see their application in hotel operations on a daily basis. The quality of service and customer loyalty depend directly on individual attitude and the level of attention staff members show to their work. The knowledge I gained during this experience has enhanced my professional skills, which will benefit my future career in hospitality management or customer service roles.
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The 10-week internship at The Best Western Burlington Hotel showed me how Food and Beverage Operations theories become practical in real-world hospitality work. The delivery of effective service requires equal importance between technical abilities and teamwork and communication and staff motivation. The experience demonstrated that restaurant and kitchen teams need to maintain perfect coordination when serving large numbers of guests.
The positive guest feedback and tips demonstrated how motivation affects performance according to Herzberg (1959), while the SERVQUAL model (Parasuraman et al., 1988) explained how customers experience quality through both physical aspects and emotional elements.
The hotel maintains excellent service quality, but I noticed that communication breakdowns and insufficient staff training occasionally disrupt service operations. The main recommendation for service improvement involves establishing brief pre-service meetings and conducting seasonal training sessions to enhance team coordination and confidence levels. The placement experience enabled me to connect theoretical knowledge with practical work while developing my communication abilities and gaining insight into the operational and human aspects which create exceptional service delivery.
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	Learning Objective
	Achieved?
	Reflection

	1. The goal was to build guest interaction and table service skills.
	· Yes
	I developed better guest communication abilities which led to positive feedback and higher tips from customers.

	2. The objective was to learn about service delivery impact from teamwork and communication methods.
	· Yes
	I watched how kitchen and service staff coordination directly affected both operational speed and customer contentment.

	3. The goal was to use Food and Beverage Operations theory during actual work situations.
	· Yes
	I linked theoretical models including SERVQUAL and motivation theories to the operational activities of the F&B department.
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