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I did my internship in the Food and Beverage (F&B) department at Ibis Northampton Centre, an economy hotel which is part of the Accor network. The hotel restaurant offers a simple but affordable menu available throughout the day including buffet breakfast, lunch and dinner. The menu is inspired by international cuisine and guests can order light meals, hot snacks or drinks from the bar. The hotel also offers room service options during limited hours to cater to the needs of the guests.
	This hands-on experience has given me a better understanding of how an F&B department works in a fast-paced, active hotel that is constantly interacting with customers. I set three main learning objectives at the beginning of the internship:
1. Develop my leadership skills by observing and collaborating with supervisors and managers.
2. To improve time management in the context of a high customer flow service.
3. To learn how to handle customer complaints and feedback in order to help maintain quality service standards.
In those ten weeks, my entire learning experience was driven by these goals.
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I have chosen to use Gibbs' (1988) model for this reflection, which has six parts: describing the experience, feelings, evaluation, assessment, analysis, conclusion and action plan (The University of Edinburgh, 2024). This model has helped me to make a thorough analysis of my job as an assistant in the food and beverage department at Ibis Northampton and to understand how I can progress professionally.
Description
During my internship, I worked as an F&B assistant, preparing and serving meals, cleaning, organising breakfast, managing orders and working directly with guests. Additionally, I occasionally helped at the front desk and in the bar. Despite having no direct management experience, I frequently witnessed how supervisors make decisions about dividing tasks, prioritising orders and handling conflicts or complaints.
Feelings
In the beginning, I was nervous and a little unsure of the fast pace and the many responsibilities I had. Over time, I felt more confident and was more excited to contribute, especially when I saw how the team's quick decisions positively impacted the customer experience.
Evaluation
I have seen how important supervisory skills are. An effective supervisor shows leadership, clearly communicates expectations, adapts to unexpected situations and solves problems quickly. I excelled in clear communication and empathy but found that I need to work on taking initiative and managing stress during busy days.
Analysis
One positive example was on a busy weekend morning when the manager quickly divided responsibilities among the team, prioritising food for families with children. He was calm, clear and inspired the team. The result: workflow was fast and customers were happy.
Instead, one evening, another manager ignored a conflict between two colleagues, causing order delays and customer dissatisfaction. Therefore, efficiency and general health were affected by the lack of rapid intervention.
I've learned that a good leader not only delegates, but also helps the team and steps in when needed. I would like to become someone who communicates effectively, can remain calm in tense situations and can act quickly.

SMART Goals Action Plan
1. Specific: improve stress management in busy situations.
2. Measurable: I will practice breathing and prioritization techniques daily for 10 minutes for 4 weeks.
3. Achievable: I will ask for feedback from supervisors after intense shifts.
4. Relevant: stress management will help me become more effective and confident.
5. Time-bound: objective will be evaluated after one month of consistent practice (Corporate Finance Institute, 2022).

[bookmark: _Toc200045341]Development Journey
Compared to my initial experience at the Premier Inn Northampton, my actual experience at the Ibis Northampton was very different. There are noticeable differences in the style of operation, organisational culture and the way the Food & Beverage department is managed, despite the fact that both hotels are mid-range and offer standardised service.
The focus at Premier Inn was on clear, repetitive tasks with less personal initiative. Interaction with customers was limited, the menu reduced and the pace slower. In contrast, I experienced more autonomy, direct interaction with customers and a more dynamic team at Ibis. The pace of work is faster and the F&B assistant role includes many responsibilities such as preparing the buffet and communicating effectively with the kitchen and bar. I saw a clear difference between expectations and responsibility
The skills I gained from the Level 4 Food and Beverage Operations module have helped me in this internship, particularly in terms of restaurant workflow, food safety and meal organisation. In one of my assignments, I made a menu for a fictional hotel. In hindsight, this menu would have been too complicated for the simple and efficient design of the Ibis hotel. This showed me how important it is to understand brand positioning and customer profile before making operational decisions.
I learned about the importance of social and environmental responsibility in the Level 5 Sustainable Hospitality & Tourism Management module. I observed sustainable practices at Ibis, such as using controlled portioning to reduce food waste and recycling packaging (Accor, 2024). In a previous study, we examined the CSR strategies of a Hilton group hotel, which were more complex (Lee and Legendre, 2023). It was fascinating to compare the theory with the real situation and understand that sustainability can be applied differently depending on the resources available and the market segment.
This comparison has given me a more mature view of the industry and helped me understand how I can apply the theory in real-life contexts.
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During my time at the Ibis Northampton, I noticed that the speed of service during breakfast is a vulnerability, especially at weekends when the volume of guests increases considerably. Customers have said they have to wait too long for coffee, the buffet or to clear tables. My colleagues agreed with this observation as they often felt overwhelmed due to the lack of a clear plan for what to do during busy days.
To improve this situation, I propose the following three concrete steps:
1. Implementing a team job rotation system - clear division of responsibilities (e.g., one person for hot drinks, another for refilling the cafeteria) can reduce confusion and delays. According to Fallon and Rutherford (2010), clarity in operational organization is essential for smooth service and customer satisfaction.
2. Weekly team mini trainings focused on task prioritisation and effective communication during peak hours. According to Walker (2020), short practical training sessions help staff better adapt to pressure and maintain quality standards.
3. Use a visible checklist for required preparations and supplies in the cafeteria so that staff can act proactively. As (J. Harrington et al., 2014) points out, innovation in service organisation and visual planning can reduce errors, improving team performance and guest experience.	
These solutions can improve the operational performance and technical knowledge of employees. In addition, these measures enhance the customer experience and meet Accor's F&B service quality standards.
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This practical experience in the F&B department of the Ibis Northampton hotel gave me the opportunity to apply theory to real-life situations and develop essential skills for my future career in hospitality. Good team organisation, clear communication and the ability to adapt quickly are essential, especially at peak times. Reflection based on Gibbs' model has helped me to analyse my own reactions to find my strengths and areas for improvement.
I can say that I succeeded in achieving the three learning objectives I initially set myself during the internship. I developed a practical perspective on leadership by observing and learning the behaviours of the leaders on my team. I improved my ability to manage stress and pressure during busy services by organising time and dividing tasks. In addition, I gained knowledge on how to handle customer feedback and how to approach difficult situations calmly and professionally.
Overall, this internship has helped me to take concrete steps in my professional development and confirmed my desire to work in a dynamic environment where customer satisfaction is a priority.
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