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[bookmark: _Toc168089100]Executive Summary

The goal of this study is to examine the elements that lead to the achievement of hotel food and beverage (F&B) departments and investigate efficient management approaches. The aims involve recognising critical success factors, evaluating the influence of F&B success on the overall performance of the hotel, and suggesting effective management approaches. The research emphasises the significance of leadership, employee contentment, and sustainability in propelling the success of F&B departments.

Effective leadership and strategic management are crucial, particularly with adaptable leadership approaches and an emphasis on developing unified teams. Employee satisfaction is essential, driven by comprehensive compensation and benefits plans, as it lowers turnover and enhances the quality of service. Sustainable practices not only decrease operational expenses but also enhance the hotel's reputation and customer satisfaction.

The Ibis London Wembley hotel is used as a case study, highlighting its strengths such as its excellent location and well-maintained rooms, as well as the challenges it faces, including limited parking and noise levels. Opportunities for improvement involve enhancing room amenities and expanding parking, while threats include heightened competition and economic downturns.

The primary findings emphasise the necessity of robust leadership, efficient employee compensation, and sustainable practices. Recommendations include improving leadership training, enhancing employee compensation packages, and implementing sustainable practices to optimise operations and attract environmentally conscious guests. The work experience at Ibis Wembley emphasised the significance of addressing interpersonal dynamics and introducing customised training programs to improve employee satisfaction and decrease turnover.

In general, the success of the F&B department in hotels relies on a comprehensive approach that encompasses leadership, employee satisfaction, and sustainability. Future research should delve further into specific management styles and the long-term effects of sustainable practices on operational efficiency and competitive advantage.
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[bookmark: _Toc168089102]1.1. Aims 
The aim of this research is to analyse the underlying factors that contribute to the success of a food and beverage department of a hotel and explore effective strategies of managing the food and beverage department of a hotel successfully.

[bookmark: _Toc168089103]1.2. Objectives
1. to identify the key factors contributing to successful operations of the food and beverage department and the challenges which prevent its successful operation. This involves examining the role of the food and beverage manager and different managerial styles and strategies.
2. to assess the impact of the success of a food and beverage department of a hotel on the whole hotel and its position amongst competitors. This objective focuses on quantifying the difference in management strategies on the overall satisfaction of customers and financial success of the hotel.
3. to recommend the most effective management strategy for the F&B department and to recommend practical solutions to challenges that face staff and managers in the food and beverage department. This objective will be based on findings from the previous objectives and will aim to propose practical and actionable strategies that can be implemented to address the issues.

[bookmark: _Toc168089104]1.3. Research Questions
1. What are the key management strategies and techniques that managers need to take into consideration in order to operate a successful food and beverage department of a hotel?
2. How does employee satisfaction contribute to the F&B department’s success?
3. What are the main challenges of operating and managing a restaurant successfully?

1.4. Background Information 
The Ibis Wembley hotel is located very conveniently a 5-minute walk from the Wembley stadium where many large, well-known events take place, proving the hotel with a massive geographical advantage.  It has 210 rooms, a restaurant, and a bar. 

[bookmark: _Toc168089105]1.5. Scope and Organisation
This paper is organised into several key sections: 
It begins with an introduction outlining the research aims, objectives, and research questions, focusing on the success factors and challenges in managing a hotel's food and beverage (F&B) department. The literature review follows, synthesising existing research on strategic management, leadership styles, and operational challenges in the hospitality industry. Next, the methodology section details the case study approach used, focusing on the Ibis Wembley Hotel. The subsequent section presents the case study analysis, including SWOT and PESTLE analyses. Finally, the dissertation concludes with recommendations based on the findings.
[bookmark: _Toc168089106]2. Literature Review

[bookmark: _Toc168089107]2.1. Providing Context

[bookmark: _Toc168089108]2.1.1. Importance of leadership and strategic management
Nag, Hambrick and Chen (2007) conducted an in-depth analysis of the fundamental principles of strategic management and the responsibility of managers in shaping an organisation's strategic trajectory. They describe strategic management as the primary actions carried out by top managers representing owners, which involve the use of resources to improve a firm's performance within its external environment. The focus is on the pivotal role of managerial decision-making in propelling a business's strategic efforts, including within the hotel industry's food and beverage department.

Aladag et al. (2020) concentrated on the execution of strategies in the hospitality and tourism sector in their research, emphasising the importance of effectively putting strategies into action within this industry. It underscores the role of managers in ensuring the successful implementation of strategic plans and the potential influence of their style and approach on the overall performance of the food and beverage department.

[bookmark: _Toc168089109]2.1.2. Challenges facing managers
The primary difficulties encountered by the hotel and hospitality industry revolve around the high turnover rate, largely stemming from the low wages and high labour demands. Various strategies can be employed to effectively manage a successful hotel and food and beverage department. Sandstrom and Reynolds (2019) conducted research indicating that the leadership style of the GM does not need to remain consistent and can vary. They emphasised the importance of balancing the needs of both staff and guests through contingent rewards, such as financial incentives, to enhance performance, as well as non-contingent rewards to motivate and inspire employees. Successful GMs prioritise building a cohesive and strong team within their hotel, achieved by developing employees into higher positions and cross-training them to fill organisational gaps rather than solely hiring the most qualified individuals. They are also willing to take risks and offer second chances to employees after mistakes, recognising that such experiences contribute to their growth and, when promoted, these lessons are passed down through intellectual stimulation (AbuKhalifeh, Mat Som, and AlBattat, 2013a). Additionally, Nebel, Braunlich, and Zhang (1994) discovered that nearly all food and beverage directors aspire to higher positions, highlighting the importance of gradually cross-training specific employees to capitalise on their ambition.

Köseoglu et al. (2020) examined the development and execution of strategies to accomplish organisational and departmental objectives. They observed that successful hotels in the industry do not exclusively focus on external or internal factors when formulating strategies, contrary to prior RBV and I/O theories (Poudel, 2016). Moreover, implementing formulated strategies is dependent on the employees being fully engaged. They also emphasised the significance of assessing competitors' responses to the implemented strategies.

[bookmark: _Toc168089110]2.1.3. Other factors to consider
Patiar and Wang (2020) conducted research indicating that compensation and benefits, in addition to leadership style (transactional or transformational), play a significant role. They suggested that compensation and benefits (CB) is a crucial strategy for performance management. Compensation encompasses all the external rewards that employees receive for their work, such as salaries, incentives, and benefits. Benefits can be monetary, such as health insurance and paid leave, as well as non-monetary, including flexible work schedules and wellness programs. Managers' perception of compensation and benefits influences the connection between transformational and transactional leadership styles and departmental performance. Additionally, they argued that transformational leadership holds more power than transactional leadership, as once compensation and benefits are taken into account, transactional leadership becomes unnecessary, while transformational leadership does not.

Adner’s (2016) research emphasises the significance of strategic management within the context of ecosystems and its impact on an organisation's strategy. It stresses the importance for managers to comprehend the broader ecosystem in which their organisation operates and how this understanding can shape their strategic decisions.

Köseoglu et al. (2018) offer insights into the advancement of strategic management research in the hospitality and tourism industry, shedding light on the changing dynamics of strategic decision-making. It underscores the necessity for managers to tailor their strategies to the evolving landscape of the industry and how their approach can influence the success of the food and beverage department within hotels.

[bookmark: _Toc168089111]2.1.4. Trends in previous research 
Previous research has identified several trends.

Köseoglu et al. (2020) and Adner (2016) conducted studies that highlighted the significance of considering external factors when developing a strategic plan, including taking into account competitors' responses to implemented strategies.

Additionally, Patiar and Wang (2020) and Sandstrom and Reynolds (2019) both acknowledged that factors beyond management style play a role. Patiar and Wang (2020) underscored the importance of compensation and benefits in effectively leading a team to execute managers' formulated strategies, while Sandstrom and Reynolds (2019) emphasised the need for managers to adapt and change their management styles in specific situations. However, they both suggested that transformational leadership is the preferred default style over transactional and other leadership styles. Patiar and Mia (2009) also supported the idea that a transformational leadership style positively influences non-financial performance in luxury hotel departments, leading to improved financial performance.

[bookmark: _Toc168089112]2.1.5. Solutions to challenges
In order to tackle the challenges encountered by the food and beverage department, it is essential to thoroughly analyse both external and internal factors. Instead of rigidly sticking to a particular leadership style, managers should prioritise the needs of both staff and customers and adjust their approach accordingly. Furthermore, providing competitive compensation and benefits is crucial for retaining staff and building a strong, unified team, which ultimately contributes to the success of the department and the hotel as a whole.

[bookmark: _Toc168089113]2.2. Highlighting gaps
There has been extensive research on different managerial styles and the significance of strategy in hotel management. However, there is limited research on managerial styles within specific departments, such as the food and beverage department. While some argue that the same research on managerial styles could apply to departmental managers as it does to top managers and general managers, this is not certain and further research in this area is needed.

[bookmark: _Toc168089114]3. Methodology 
[bookmark: _Toc168089115]3.1. Case Study
Case studies involve analysing a topic from various angles to provide a comprehensive understanding (Tellis, 1997). This method entails conducting a thorough investigation of an individual, group, community, or unit with the purpose of drawing general conclusions across multiple units (Gustafsson, 2017). The approach is known for its capacity to explore complex phenomena in their natural environment and offer a deep comprehension of the subject. Case studies are particularly useful for examining unique situations that are challenging or impossible to replicate in a controlled environment (Annisa, Suwandojo and Hikmawati, 2023).

[bookmark: _Toc168089116]3.2. Abilities 
One of the main strengths of the case study approach is its capacity to conduct a thorough and comprehensive examination of a specific unit (Heale and Twycross, 2018). This enables researchers to collect a wealth of information about the subject, which can be valuable for comprehending complex issues. Furthermore, case studies can inspire new research by offering insights into phenomena that may not have been previously investigated. It allows for the exploration of a topic in various scenarios and settings, thus providing fresh and unique perspectives and understandings on the topic, whether they contradict or confirm established ideas on the subject (Stake, 2013). Often, there are several comparable cases to consider. Although similar, each of them has its own intricacies and distinct perspectives (Heale and Twycross, 2018). Therefore, analysing numerous similar cases will contribute to a more comprehensive response to the research question being examined than if only one case were to be studied. According to Stake (2013), it is important to select cases from both typical and atypical settings to provide a wide range of contexts for better addressing the overall research question.

[bookmark: _Toc168089117]3.3. Data Collection Methods
When it comes to data collection, case studies often involve gathering qualitative data, such as observational data, questionnaire responses, and interviews. These sources of data offer detailed and comprehensive information about the subject, enabling researchers to gain a thorough understanding of the phenomenon being studied (Crowe et al., 2019).

[bookmark: _Toc168089118]3. 4. Limitations
However, organising the vast amount of data in case studies can pose a challenge, and it's important to carefully consider strategies for data analysis and integration. Additionally, there is a risk of deviating from the research focus, and reporting findings from multiple-case research studies can be difficult, especially in relation to word limits for journal papers (Crowe et al., 2019).

The interpretive case study methodology will be utilised in this paper. This type of case study method focuses on building theory and involves understanding themes and processes from different perspectives (Stake, 1995). However, this method has a downside as it is often challenging to explain unintended consequences and difficult to place the theme in historical contexts (Stake, 1995).

Another challenge of case studies is their subjective nature, which can hinder the generalisation of results to a larger population. Furthermore, insights from case studies cannot be used to establish cause-and-effect relationships between variables. It's also important to consider potential biases that may arise in the collection and interpretation of data in case studies.
[bookmark: _Toc168089119]4. Case Study

[bookmark: _Toc168089120]4.1. Introduction 
The Ibis London Wembley is a 3-star hotel located at South Way, Wembley, United Kingdom. It has a nightly rate of £200, excluding taxes and fees, and has received a total of 2,923 reviews with a rating of 4.0/5. The hotel is conveniently situated just a 2-minute walk from Wembley Stadium tube station, making it an ideal location for visitors attending events at Wembley Stadium and Wembley Arena (Temblador, 2017). The hotel features 210 rooms with a simple, budget-friendly style, some of which offer great views of Wembley Stadium's arches (Accor, n.d.). The hotel's amenities include free Wi-Fi, a restaurant and bar, a business centre, and parking for an additional fee. The hotel is committed to environmental sustainability, with energy-efficient and water conservation practices in place. Additionally, the hotel has enhanced cleaning and safety measures in response to COVID-19 (Accor, n.d.). The hotel's location allows for easy access to nearby attractions and public transportation, making it a convenient choice for both business and leisure travellers (Shim, 2008).

[bookmark: _Toc168089121]4.2. Key Analyses

[bookmark: _Toc168089122]4.2.1. SWOT 
Strengths

1. Excellent Location: The hotel is highly commended for its close proximity to Wembley Stadium and Wembley Arena, making it a convenient choice for event attendees. It's also situated near the London Designer Outlet, which provides various dining and shopping options​ (Booking.com, n.d.)​​; (Oyster.com, n.d.)​.

2. Clean and Cosy Accommodations: Guests frequently praise the cleanliness and comfort of the rooms, which, while simple, are well-maintained. Many rooms also boast splendid views of the Wembley Stadium arches​ (Booking.com, n.d.)​​; (Oyster.com, n.d.)​.

3. Welcoming and Supportive Staff: The staff at the Ibis Wembley Hotel are highly regarded for their friendliness and helpfulness, enhancing the overall guest experience​ (Booking.com, n.d.)​.

4. Varied Breakfast Options: The hotel offers a highly-rated breakfast with a good variety of choices, contributing to a positive start to the day for many guests​ (Booking.com)​.

5. Contemporary Public Areas: The hotel's communal spaces, including Fogg’s restaurant and bar, are stylish and vibrant, often serving as a social hub for guests before and after events​ (Oyster.com, n.d.).

Weaknesses

1. Distance from Central London: The hotel is somewhat distant from central London’s main tourist attractions. It takes approximately 30-45 minutes by public transport to reach popular sites like Big Ben, Buckingham Palace, and the London Eye, which can be inconvenient for guests planning to sightsee in central London​ (Oyster.com, n.d.).

2. Limited Parking Facilities: The hotel has a restricted number of parking spaces available, and parking is subject to an additional cost. This may be inconvenient for guests traveling by car, especially during busy event days​ (Oyster.com)​​ (Booking.com, n.d.)​.

3. Small Room Dimensions: Some guests have noted that the rooms are compact, which might be less comfortable for longer stays or for guests with a lot of luggage​ (Booking.com, n.d.)​.

4. Slow and Restricted Elevators: Guests frequently mention issues with the elevators being slow and occasionally not all being in service, which can lead to long waits, particularly during peak times​ (Booking.com, n.d.)​.

5. Basic Room Facilities: While the rooms are clean and comfortable, they are described as simple and unoriginal. Some guests feel that the rooms could benefit from more vibrant colours and updated amenities to make them more inviting​ (Oyster.com, n.d.).

6. Noise Levels: Due to its proximity to Wembley Stadium and the lively communal areas, some guests have reported that noise can be a concern, especially on event days when the bar and restaurant areas are busy (Oyster.com, n.d.).

Opportunities
1. Enhancing the appearance and amenities of the rooms by adding more vibrant decor and modern facilities could increase guest satisfaction. Introducing more comfortable and visually appealing furniture and fixtures can create a more inviting atmosphere (Oyster.com, n.d.).

2. Expanding the parking facilities by increasing the number of parking spaces or securing additional nearby parking arrangements could address one of the main guest complaints, especially during large events at Wembley Stadium (Oyster.com, n.d.); (Booking.com, n.d.).

3. Improving the elevator service by investing in faster and more efficient elevators or adding more units could significantly improve the guest experience, especially during peak times when wait times are currently an issue (Booking.com, n.d.).

4. Implementing better soundproofing in rooms and communal areas could reduce noise issues, making the hotel more appealing to guests seeking a quieter stay, particularly on event days (Oyster.com, n.d.).

5. Introducing a shuttle service to central London attractions or nearby transport hubs could be a valuable addition for guests looking to explore the city without the inconvenience of long public transport journeys (Oyster.com, n.d.).

6. Expanding and diversifying the menu at the on-site restaurant to include more healthy and varied options could attract a broader range of guests, improving the overall dining experience (Booking.com, n.d.); (Oyster.com, n.d.).

7. Enhancing the hotel's technological offerings, such as introducing a mobile app for check-in/check-out processes, room service, and concierge services, could streamline operations and provide a more modern and convenient guest experience.

8. Forming partnerships with local attractions, event organisers, and businesses in Wembley could create package deals and special offers, attracting more tourists and event-goers. Marketing campaigns highlighting these collaborations could increase the hotel’s visibility and appeal (Booking.com, n.d.); (Oyster.com, n.d.).

Threats
1. Increased Competition: The hospitality industry in London, including the Wembley area, is highly competitive. The rise of new hotels with more modern amenities and competitive pricing could attract potential guests away from the Ibis Wembley​ (Oyster.com, n.d.) ​.

2. Event Dependency: The hotel's business heavily relies on events at Wembley Stadium and Arena. Any significant reduction in events or changes in event scheduling can lead to decreased occupancy rates and revenue. This dependency makes the hotel vulnerable to fluctuations in event scheduling and attendance​ (Oyster.com, n.d.).

3. Economic Downturns: Economic instability or downturns can reduce discretionary spending on travel and accommodations. This could lead to lower occupancy rates as both business and leisure travellers cut back on expenses​ (Booking.com, n.d.)​.

4. Negative Reviews and Online Reputation: Consistently negative reviews about issues such as room size, noise levels, and slow elevators can damage the hotel's online reputation. With many travellers relying on online reviews to make booking decisions, poor ratings could deter potential guests​ (Booking.com, n.d.)​​; (Oyster.com, n.d.)​.

5. Technological Advancements by Competitors: Competitors adopting advanced technologies for better customer service, such as seamless check-in/check-out processes, personalised guest experiences, and enhanced online booking platforms, could put the Ibis Wembley at a disadvantage if it fails to keep pace​ (Booking.com, n.d.)​.

6. Health and Safety Concerns: In the post-pandemic world, guests are more concerned about health and safety standards. Any failure to meet or communicate stringent hygiene practices could lead to a loss of trust and bookings. Additionally, any future health crises could severely impact travel and occupancy rates​ (Booking.com, n.d.)​.

7. Transportation Challenges: The hotel's distance from central London’s tourist attractions poses a threat as it may discourage tourists who prefer accommodations closer to the city's main sights. Improved transport links or new hotel developments in more central locations could exacerbate this issue​ (Oyster.com, n.d.)

[bookmark: _Toc168089123]4.2.2. PESTLE
Political factors
The impact of Brexit on the hotel industry's workforce is significant. The hospitality sector heavily depends on workers from the EU to fill various job positions, both low- and high-skilled. As Brexit is expected to cut off this labour source, hotels may have to raise wages to attract workers from other countries. This could result in increased prices for hotel guests and a potential decline in service quality as hotels struggle to hire and manage their staff (Jeffery, 2022). However, Tim Foster, Co-founder of The Yummy Pub Co, noted a new trend among young people who are opting to join the hospitality sector rather than pursuing further education (Caterer.com, 2021). This indicates that the impact of Brexit can be lessened by the growth of local young talent.

Economic factors
The stable economy and robust currency of the United Kingdom make it an appealing spot for tourists seeking top-notch experiences. In spite of the uncertainties related to Brexit, the country continues to be a popular option for travellers because of its cultural attractions, exceptional museums, and stunning landscapes. Furthermore, the United Kingdom's firmly established tourism industry and hospitality sector play a significant role in the overall expansion and advancement of the Travel & Tourism market in the area (Statista Market Insights, 2023).

Social factors
Travellers in the UK are increasingly looking for customised and distinctive experiences, veering away from traditional tourist spots towards more specialised and less-visited destinations. This change in preferences is driven by a longing for genuine cultural experiences and a stronger bond with the local community. (Statista Market Insights, 2023) Customer Preferences: The growing inclination towards eco-friendly and sustainable practices among travellers could impact hotel operations and marketing strategies (Bohdanowicz, 2006).

Technological factors
The hospitality sector is experiencing rapid changes like never before. Traditional hotels are encountering difficulties due to the emergence of digital technology, which has given rise to online travel agencies offering new ways to compare and book hotels, as well as short-term property rental platforms such as AirBnB, providing consumers with an alternative form of accommodation (Hospitality ON, 2023). Consumers are becoming more vocal about brands that have implemented technology to cut staffing expenses, leading to a decline in customer service standards.

Legal Factors
Modifications in laws can impact this (for example, sanitation and food safety, business hours, employment agreements, and permits, etc) (Cousins et al., 2019). It is compulsory to follow UK labour laws, which encompass minimum wage rules and working conditions, and they influence labour costs (Parakar, 2024). Conformance with data protection rules, such as GDPR, is crucial for protecting guest data and avoiding legal repercussions (Schäfer et al., 2022).

Environmental factors 
The United Kingdom's Travel & Tourism market has seen a significant increase in sustainable and eco-friendly travel practices. Travellers are more aware of their environmental impact and actively seek out companies and destinations that prioritise sustainability. This trend has spurred innovation in the industry, with many businesses adopting green practices to cater to this expanding market segment (Statista Market Insights, 2023). Efforts to achieve net-zero carbon emissions by 2050, including the use of renewable energy sources and the implementation of energy-efficient systems, are being made (Accor Group, 2023). Compliance with environmental regulations and the adoption of sustainability practices, such as waste reduction and energy efficiency, are crucial. While hotels are providing information about their CSR initiatives, the organisation of information through reports and websites is not systematic (De Grosbois, 2012).Climate Change: The need to adapt to climate change impacts by investing in resilient infrastructure and sustainable practices is becoming increasingly important (Bux and Amicarelli, 2022).

[bookmark: _Toc168089124]4.2.3. Competitor analysis
In the UK, 79% of hotel customers are aware of the Ibis brand. Among UK hotel customers, 22% have a favourable opinion of Ibis. However, in reality, 28% of the 79% who are familiar with Ibis actually like the brand. Overall, 13% of UK hotel customers choose Ibis. This means that 16% of those who are aware of the brand use it. Approximately 9% of UK hotel customers express a likelihood to use Ibis again. In relation to the 13% usage share, this indicates that 69% of their customers demonstrate loyalty to the brand (Kunst, 2023).

Factors Contributing to Better Ranking of Other Hotels:
1. Amenities and Comfort
Hilton and Novotel: Offer superior amenities, larger and more modern rooms, luxury services such as executive lounges and rooftop terraces, which cater to higher-end travellers.
Holiday Inn: Provides additional amenities like an indoor pool and fitness centre, positioning it as a more upscale option compared to Ibis (Annisa, Suwandojo and Hikmawati, 2023).

2. Pricing and Value Perception
Premier Inn: Maintains competitive pricing similar to Ibis but is recognised for consistent quality and value, attracting budget-conscious travellers.
Holiday Inn: Strikes a balance between affordability and additional amenities, appealing to a broader range of guests (Annisa, Suwandojo and Hikmawati, 2023).

3. Reputation and Brand Loyalty
Hilton and Novotel: Benefit from strong brand reputations and loyalty programs, which can attract repeat customers and those looking for assured quality and service.

4. Location and Accessibility
Hilton: Its prime location directly opposite Wembley Stadium offers unparalleled convenience for event attendees.
Novotel and Holiday Inn: Also enjoy excellent locations close to the stadium, making them convenient for travellers attending events (Annisa, Suwandojo and Hikmawati, 2023).

5. Room and Service Quality:
Hilton and Novotel: Offer superior room quality and service, which justify their higher price points and appeal to travellers seeking comfort and luxury (AbuKhalifeh, Mat Som and AlBattat, 2013a).
Premier Inn: Known for its reliable quality, maintaining a good balance of comfort and affordability.

Factors Contributing to Ibis's Positioning:
1. Affordability
Ibis's competitive pricing makes it an attractive option for budget-conscious travellers and event attendees.

2. Simplicity and Practicality
Offers clean and comfortable rooms with essential amenities, catering to those looking for a practical stay without extra frills.

3. Proximity to Events
Close location to Wembley Stadium and Arena makes it convenient for event attendees.

In summary, while Ibis Wembley is well-positioned as a budget-friendly option with practical advantages, hotels like Hilton and Novotel offer superior amenities and comfort, which attract higher-end travellers. Holiday Inn provides a balance of affordability and additional amenities, and Premier Inn competes closely with Ibis by offering consistent quality and value. Each hotel’s strengths and weaknesses cater to different segments of the market, influencing their overall ranking and appeal to various types of travellers.

Summary
All the points can be summarised into a table.

	Aspect
	Ibis Wembley
	Novotel Wembley
	Hilton Wembley
	Holiday Inn Wembley
	Premier Inn Wembley

	Positioning
	Budget-friendly, practical choice for event attendees
	Premium experience with modern amenities, catering to business and leisure travellers
	Luxury hotel offering superior service and amenities
	Slightly upscale compared to budget hotels, offering additional amenities
	Budget-friendly, consistent quality and value

	Target Audience
	Budget-conscious travellers, event attendees
	Business travellers, tourists, families, and event attendees
	High-end travellers, business professionals, event attendees
	Business travellers, families, tourists
	Budget-conscious travellers, families, tourists

	Location
	Very close to Wembley Stadium and Arena
	Close to Wembley Stadium, convenient for event access
	Directly opposite Wembley Stadium, prime location
	Centrally located in Wembley, close to stadium and arena
	Close to Wembley Park, near public transportation

	Pricing
	Affordable, budget-friendly
	Higher pricing, around £100-£200 per night
	Premium pricing, around £150-£300 per night
	Mid-range pricing, around £80-£150 per night
	Affordable, around £50-£100 per night

	Amenities
	Basic amenities, clean and comfortable rooms
	Superior amenities, modern, upscale accommodat-
ions
	Extensive amenities, luxury suites, executive lounge, rooftop terrace
	Additional amenities like indoor pool and fitness centre
	Essential amenities, clean and comfortable rooms

	Room Quality
	Clean, comfortable but plain and basic
	Modern, stylish, larger rooms with more features
	Luxury rooms, high-quality furnishings, superior comfort
	Comfortable, more spacious rooms compared to budget options
	Consistent quality, clean and comfortable rooms

	Family Services
	Basic family accommodatio-
ns
	Family-friendly rooms, additional services for families
	Family-friendly options, luxury suites
	Family-friendly rooms, additional amenities
	Family rooms, suitable for families

	Customer Satisfaction
	Friendly and helpful staff, practical and affordable
	High customer satisfaction due to superior service and amenities
	Very high customer satisfaction, renowned for luxury and service
	Reliable comfort and service, good customer satisfaction
	High levels of guest satisfaction due to consistent quality

	Parking
	Limited parking, additional cost
	Ample parking, sometimes included in the price
	Extensive parking facilities
	Limited parking available, additional cost
	Limited parking, additional cost

	Noise Levels
	Potential noise due to proximity to stadium and lively areas
	Better noise control and soundproofing
	Excellent noise control, quiet luxury
	Good noise control, quieter environment
	Generally quiet, depending on location within the hotel

	Elevator Service
	Frequent complaints about slow elevators
	Efficient and reliable elevator service
	Multiple fast and efficient elevators
	Reliable elevators, minimal wait times
	Reliable elevators, generally efficient

	Brand Reputation
	Part of Accor Group, known for budget accommodation
	Part of Accor Group, premium brand
	Part of Hilton Worldwide, strong luxury reputation
	Part of IHG group, known for reliability and comfort
	Known for consistent quality and value

	Unique Selling Propositions
	Practicality and affordability, excellent proximity to events
	Modern amenities, superior service, and accommodations
	Luxury services and amenities, prime location
	Balance of affordability and additional amenities
	Budget-friendly, reliable quality and value



(Hilton London Wembley, n.d.); (Novotel, n.d.); (ibis London Wembley, n.d.); (Holiday Inn London Wembley, n.d.); (Premier Inn Wembley Stadium, 2022)
[bookmark: _Toc168089125]5. Themes and Findings
The hospitality industry is diverse, requiring a comprehensive approach to providing services, managing employees, and ensuring operational efficiency (Mowaiye et al., 2022). Xiang-xiang (2005) states that food and beverage service quality improvement is crucial for hotels to enhance their economic benefits and contribute to the rapid and healthy development of the tourism industry. Hemmington (2017) stresses the significance of integrating experiences and memorable interactions into service delivery, highlighting the shift towards offering not just a service product but an engaging customer experience. This foundational aspect underscores the necessity of focusing on both the 'what' and 'why' of service improvement.

High turnover rates in hotels, particularly in the Food and Beverage department, are attributed to the initial training provided, either through university courses or the standard training procedures in place when a new employee joins a hotel. Pendleton (2013) also identified the specific challenge within the Food and Beverage (F&B) department. He observes that many F&B staff are undertrained and promoted based on performance rather than leadership ability, leading to frequent turnover. Okeiyi, Finley, and Postel (1994) add that hospitality management graduates often lack interpersonal skills necessary for effective guest interaction and employee management, further emphasising the need for comprehensive training programs. At Ibis Wembley Hotel, an issue arose when lunch was ordered at reception for a group of 18 teenagers on a school trip to be ready by 11 am the next day. However, the email sent by front office wasn’t seen by the F&B staff, causing a significant problem the next day as the restaurant struggled to fulfill the large order on time. This was addressed in a subsequent meeting by implementing measures to ensure all emails are checked, and the use of a WhatsApp group to prevent similar oversights. Pendleton's (2013) call for tailored training programs and a clear mission to ensure staff understand their roles and the department's goals within the broader context of the casino or hotel operation is echoed in the way this issue was handled. AbuKhalifeh et al. (2013b) further assert that effective leadership is crucial during times of crisis, as demonstrated in this case.

Satisfaction at work is crucial for companies to reduce turnover rates, as turnovers can be costly due to the expense of training new employees. Chikwe (2009) states that employee turnover costs 1.5 times the departing employee's income. Patterson, Yu, and Kimpakorn (2014) found that psychological climate perceptions, leader-member exchange, and employee self-efficacy significantly impact sales and service performance. Jung and Yoon (2016) provide insight into the impact of Emotional Management Competency (EMC) on employee job satisfaction, showing a positive relationship that subsequently reduces turnover intent. They identify job satisfaction as a mediating factor between EMC and turnover intent, suggesting that effective EMC practices are crucial for managing employee retention. This finding emphasises the underlying reasons for focusing on EMC to enhance organisational stability and reduce turnover. This finding is reinforced by Raub & Robert’s (2013) findings, which suggest that psychological empowerment mediates the relationship between empowering leadership and both organisational commitment and voice behaviour. Building on these reasons, Baek, Shin, and Kang (2018) investigate the impact of interpersonal relationship stress on job attitude and turnover intention, indicating that stress management is a pivotal factor in employee retention. This highlights the importance of addressing stress to improve job attitudes and reduce turnover rates. At the ibis Wembley hotel, some employees reported tension among themselves due to previous conflicts. However, the F&B manager seemed to be unaware of such tension, which made some employees unhappy with their job.

Additionally, in his study, Belias et al. (2021) found that leadership style also influences employee satisfaction. He found that in luxury hotels, transformational leadership is preferred, while in budget hotels, results indicated that employees recognise managers’ efforts to promote effective co-operation within the company. This aligns with the situation at Ibis Wembley, a budget hotel, where the food and beverage manager would occasionally assist the F&B staff.

Locke (1976) describes job satisfaction as the state of experiencing pleasure and being positively enthusiastic about one's job. According to Jaradat (2020), it is not only about enthusiasm and inspiration at work, but also about establishing a strong connection between the individual and the organisation that employs them. Smith, Kendall, and Hulin (1969) have proposed five key aspects of a job that elicit strong emotional responses from individuals:
· The nature of the work itself, including challenging tasks, opportunities for learning, and the potential for taking on responsibility
· The level of monetary compensation received and how it is perceived in comparison to that of others in the organisation
· Opportunities for career advancement within the organisational hierarchy
· The ability of supervisors to provide both technical support and social support
· The technical competence and social support provided by co-workers

Ibis Hotels may compensate employees for job-related illnesses. For example, one study indicated strong evidence of wage compensation for job-related illness risk, ranging from 27% to 140% of annual earnings based on gender and estimation methods (Wei, 2007). A study focused on Ibis Hotel (Excel Docklands London Branch) suggested that financial incentives are a significant motivator for employees, although non-financial incentives also play a role. However, the study found a lack of a structured motivation policy, and while financial benefits motivate front-level employees at IBIS Hotel, only 32% are satisfied with their current financial and non-financial packages, impacting overall employee satisfaction and service delivery (Islam et al., 2017). This is consistent with what some employees at Ibis Wembley mentioned in casual conversations. This tension has led them to view the job as "temporary" until they gain enough experience to find a better job. Even though they joined the hotel because they enjoyed the work and the pay was good, the supervision and relationships with co-employees, as indicated by Smith Kendall and Hulin’s occupational measurements, were dissatisfying enough for them to not feel fulfilled in their employment. There was even an employee who enjoyed working at the Ibis Wembley hotel but found the work environment in the F&B department to be "very unhealthy," leading her to request a transfer to the front office. This indicates a lack of management supervision.

Chukwu (2019) advocates for transparent and regular promotions to reduce turnover intentions. His research demonstrates that promotions based on merit significantly influence employee retention, highlighting the importance of a transparent promotion system for maintaining a stable workforce. Mehra and Tharakan (2020) further explore the impact of monitoring functions on role clarity, job attitude, and turnover intentions, finding that refresher programs and motivational efforts enhance organisational commitment and reduce role stress. The F&B manager at Ibis supported this in the interview, stating that people are promoted based on their performance and tenure at Ibis.

Additionally, long-term employees are more likely to succeed as managers due to their familiarity with the customers they attract, the local market, etc. Zrnić et al. (2023) analysed case studies and real-world examples to show that hotels prioritising their food and beverage business can achieve significant success and gain a competitive edge in the market.

Shim (2008) underscores the importance of developing efficient organisational and human resource management strategies, with managerial leadership playing a leading role in understanding the specific characteristics of the hotel business. The more experience an individual has at a specific hotel, the better they understand its characteristics and how to manage it. Furthermore, understanding the market is crucial.

Espinosa et al. (2021) discuss the implementation of cleaner production (CP) strategies in the F&B industry to enhance sustainability and reduce operational costs. They argue that CP strategies not only align with sustainable development goals but also optimise production processes, providing a competitive edge in environmentally conscious markets. Mowaiye (2022) also discusses the impact of green human resource management practices on operational efficiency in hospitality firms. This approach demonstrates practical application of sustainable practices to achieve economic and environmental benefits.

[bookmark: _Toc168089126]6. Conclusion
This research aimed to analyse the underlying factors that contribute to the success of the food and beverage (F&B) department in a hotel and to explore effective strategies for managing this department successfully. The objectives were to identify key success factors and challenges, assess the impact of a successful F&B department on the overall hotel performance, and recommend effective management strategies. Through a comprehensive review of literature and analysis of various studies, several key insights have emerged.

The importance of integrating experiences and memorable interactions into service delivery cannot be overstated. Hemmington (2017) highlighted this aspect, emphasising that today's hospitality industry is not just about providing a service product but about creating engaging customer experiences. This shift towards experiential service underscores the need for hotel managers to focus on both the 'what' and 'why' of service enhancement to drive customer satisfaction and loyalty.

A critical factor identified is the role of Emotional Management Competency (EMC) in influencing employee job satisfaction and reducing turnover intent. Jung and Yoon (2016) demonstrated a positive relationship between EMC and job satisfaction, with job satisfaction mediating the impact of EMC on turnover intent. This finding highlights the strategic importance of EMC in managing employee retention and underscores the necessity for hotels to implement effective EMC practices to enhance organisational stability.

The research also revealed that interpersonal relationship stress significantly impacts job attitude and turnover intention. Baek, Shin, and Kang (2018) pointed out that stress management is crucial for improving job attitudes and reducing turnover rates. This underscores the importance of addressing stress and fostering a supportive work environment to retain employees. Additionally, Okeiyi, Finley, and Postel (1994) emphasised the need for comprehensive training programs to equip hospitality management graduates with the interpersonal skills necessary for effective guest interaction and employee management.

Addressing specific challenges within the F&B department, Pendleton (2013) identified that many F&B staff are undertrained and often promoted based on performance rather than leadership ability, leading to frequent turnover. He advocated for tailored training programs and a clear mission to ensure that staff understand their roles and the department's goals within the broader hotel operation. This approach is critical for building a cohesive and effective team.

Chukwu (2019) supported the need for transparent and regular promotions to reduce turnover intentions. His empirical research demonstrated that merit-based promotions significantly influence employee retention, suggesting that a transparent promotion system is essential for maintaining a stable workforce. Mehra and Tharakan (2020) further explored the influence of monitoring functions on role clarity, job attitude, and turnover intentions, finding that refresher programs and motivational efforts enhance organisational commitment and reduce role stress. Wangechi, Koome, & Gesimba (2020) also emphasise the significant and positive influence of learning and development on service delivery in the hospitality industry

Sustainability also emerged as a key theme. Espinosa et al. (2021) discussed the implementation of cleaner production (CP) strategies in the F&B industry to enhance sustainability and reduce operational costs. They argued that CP strategies not only align with sustainable development goals but also optimise production processes, providing a competitive edge in environmentally conscious markets. This approach demonstrates the practical application of sustainable practices to achieve economic and environmental benefits, highlighting the importance of integrating sustainability into the management strategy of the F&B department.

In conclusion, the success of the F&B department in a hotel hinges on a multifaceted approach that includes enhancing customer experiences, implementing effective EMC practices, addressing stress and interpersonal dynamics, providing tailored training and transparent promotion systems, and adopting sustainable production strategies. These elements collectively drive employee satisfaction, reduce turnover, and enhance overall hotel performance. Future research should focus on further exploring the specific managerial styles and strategies that are most effective in different contexts within the F&B department, as well as the long-term impacts of sustainability practices on operational efficiency and competitive advantage.
[bookmark: _Toc168089127]7. Placement Reflection
During my third-year course at the University of Wales Trinity Saint David, I completed a 10-week placement. Initially, I was assigned to the Ibis Styles Hotel in West Ealing. The hotel had a modern economy theme with a focus on creativity and comfort, and it was uniquely cinema-themed with cinema props and posters throughout. They offered a bar and a restaurant serving breakfast buffet style in the morning and set menu dishes for lunch and dinner. Despite the hotel's nice facilities, I had several criticisms regarding the management style. During my first two weeks there, I observed that the hotel had no departmental managers. The general manager was overseeing all departments, including front office, F&B, and housekeeping, which impacted the team's efficiency and service quality. This lack of focused management attention negatively affected guest satisfaction, as well as employee morale and retention rates. Additionally, due to low staff levels, the manager took advantage of my presence to assist with labour during peak occupancy, even though I was there for observational purposes only. Later, I was transferred to the Ibis Wembley Hotel, which had a more efficient organisational structure with clear leadership in each department. I shadowed the managers of housekeeping, front office, food and beverage, and the AGM, and observed their different leadership styles.

The housekeeping manager at the Ibis Wembley Hotel employed a servant leadership style. She was humble and often corrected mistakes made by housekeeping employees during her quality checks without drawing attention to the issues, understanding that the staff were busy and stressed. This approach fostered a positive relationship with the housekeeping staff, leading to high satisfaction and low complaint rates. It reminded me of a quote from Bryan Cornelius, the executive housekeeper of Radisson hotel, who emphasised the importance of speaking with employees and treating them as equals to maintain a good working relationship. This approach was reflected in the housekeeping manager's leadership style and contributed to the department's positive reputation for hygiene and service quality.

During my university lectures, I learned about the management concept of 'concern for people', which emphasises the importance of social interactions and personal relationships in increasing productivity. I gained valuable insights into hospitality management while shadowing a supervisory position in the Housekeeping Department. I observed the meticulous coordination and attention to detail required to maintain high standards, such as measuring the time it takes to clean rooms to set a standard for the hotel. This aligns with management concepts like concern for production, which aims to maximise productivity and efficiency.

While I had limited experience shadowing the front office manager due to scheduling issues, I familiarised myself with their systems and procedures. I also interacted with guests, using non-verbal communication skills and engaging in conversations to gauge guest satisfaction. Shadowing experiences are crucial for developing work-based skills, including time management, staff management, and effective communication aimed at enhancing guest service and satisfaction. Technical knowledge and understanding the role of supervisors are key to effective team management and meeting service standards and guest expectations.

I gained valuable insights from shadowing in a supervisory role, which helped me understand the essential elements of a job in a specific field and the methods of learning and performing such work. It also allowed me to evaluate my personal and vocational capabilities. For instance, I discovered strengths in effective teamwork and consulting others, but I also recognised a lack of self-confidence, especially in managing people in a work environment. I realised that overcoming the fear of failure in this aspect is crucial. Continuous shadowing in a supportive environment provides vocational experiences that help individuals learn and develop, increasing self-esteem and self-confidence (Good Practice for Placements Guides, 2010).

During my time in the food and beverage department, I was disappointed by the lack of teamwork among the staff. Some individuals took advantage of new employees, assuming self-proclaimed managerial roles. The atmosphere was demotivating, and I realised the importance of effective teamwork among the waitstaff. Working together as a cohesive team would have made the environment much healthier and happier, allowing us to work more productively. A positive workplace culture fosters an environment where employees can thrive, grow, and contribute positively to the organisation’s success (Radu, 2023).

























