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2. [bookmark: _Toc213337139]Introduction
The Cheltenham Chase Hotel is a four-star hotel, owned by The QHotels Collection, and situated in the Cotswolds. The hotel has the Food and Beverage (F&B) department with Hardy’s Restaurant, Hunter Bar and huge conference and banqueting rooms accommodating many people. The outlets cater to corporate and leisure visitors with an emphasis on locally sourced and seasonal menus that are sustainable practices in hospitality (Anon, 2010). I was assigned to work under the F&B department in different areas as the Restaurant Manager, Natasha Bland, and the Bar Manager, Megan, where I rotated in the restaurant service, events, and the bar operations. The reflective learning log uses the Reflective Cycle of Kolb (1984) to understand how I developed, learned or grew as a professional in the context of two modules, Food and Beverage Operations and Sustainable Hospitality and Tourism Management.
3. [bookmark: _Toc213337140]Section 1: Role Reflection
3.1 [bookmark: _Toc213337141]Kolb’s Reflective Cycle
Concrete Experience
During my placement, I was involved in restaurant and event service operations. A learning experience with one of the breakfast shifts was achieved due to the influx of several guests at the same time, which led to a disruption in the flow of the service (Haag, 2013). The floor staff and the kitchen staff were not well integrated hence causing delays in orders. I helped the manager by inter-communicating directly with the kitchen to prioritise on the orders that were late. The calm and structured distribution of Natasha during this busy season demonstrated that she had her way of handling her crisis and that a plan of definite leadership is critical.
Reflective Observation
When considering this scenario, I realised that guest satisfaction was only achievable with the help of communication and teamwork. In case of poor communication, the frustration of the guests grew, and the stress levels of staff heightened (Agarwal, 2021). Another aspect that enabled me to appreciate the value of being flexible and understanding also came with the way Megan managed the bar. She promoted the employees to remain relaxed, talk openly, and provide speedy resolutions. These lessons have shown the power of leadership and good relationships with the staff in improving the results of service and morale at work.
Abstract Conceptualisation
This practice indicates some of the core theories that have been learned in Food and Beverage Operations. Johnston and Clark (2005) observe that the efficiency of a service depends on the well-defined workflow processes and role distribution. The scenario is also in line with the Total Quality Management (TQM) concepts that focus on continuous improvement and quality control by means of feedback and coordination (Prabhu et al., 2024). Moreover, the situational leadership theory by Hersey and Blanchard (1988) describes how Natasha and Megan would alter their management styles depending on the competence and stress levels of personnel, and the service recovery would proceed without any problems.
Active Experimentation
These were some of the learnings that I applied to enhance my personal communication and be able to anticipate the needs of the guests. Before rotations, I started reviewing menu changes and verifying task distribution with other employees to avoid misunderstandings. I was also training on delegating smaller tasks whenever helping in the events, building confidence and enhancing teamwork. Gradually, this technique minimised mistakes, increased my service rate, and I received a positive comment on my initiative and professionalism from Natasha.
4. [bookmark: _Toc213337142]Section 2: Development Journey
My present placement at Cheltenham Chase is much different to my Level 4 placement, which was in a small and independent hotel. In Level 4, operations in the service were informal, and the use of technology was limited, as well as the training of staff was basic. Cheltenham Chase, on the other hand, is operated under a corporate structure with well-developed POS systems, well-defined standard operating procedures and a well-defined management hierarchy (Stahel and Jackson, 2024). These variations have enhanced my knowledge of professionalism and efficiency in F&B activities. The experience of working with Natasha Bland, the Restaurant Manager, and Megan, the Bar Manager, presented me with a realistic insight into the leadership styles that optimise the motivation of the team and control the operational operations. Natasha uses situational leadership, where she varies the level of guidance provided to the staff based on the level of experience, whereas Megan portrays emotional intelligence that keeps the staff morale high when the pressure of providing service is high. Their styles help them support the Hersey and Blanchard (1988) leadership theory and the focus of Walker (2021) on the connection between the level of employee satisfaction and the quality of services provided.
This position also relates well to the Sustainable Hospitality and Tourism Management module. Cheltenham Chase is a company that is committed to sustainability through the sourcing of local ingredients and the reduction of food waste. I saw, however, that recycling and waste separation were not as regular during peak times, and there was a significant difference between sustainability objectives and implementation. Since Level 4, my perception of the F&B department has changed. It is no longer just another service activity to me but a strategic element of the overall hotel activity and brand image. In line with Rutherford and O'Fallon (2007), the F&B business affects the guest loyalty, reputation and profitability. This experience has thus reinforced my knowledge of the managerial, operational, and sustainable aspects of hospitality service.
5. [bookmark: _Toc213337143]Section 3: Service Improvement Proposal
Service speed during peak hours is one of the areas that should be improved on under the F&B department in Cheltenham Chase, especially during breakfast and banquets (Nasir and Gunawan, 2025). Based on observation and discussions with Natasha and Megan, lateness is a common occurrence in cases of uneven staff distribution and failure to communicate effectively between the service staff and the kitchen staff. Though there is the presence of a digital POS system, it is not always used to the fullest to optimise real-time coordination (Mercan et al., 2021). This has a direct impact on the dimension of responsiveness in the service quality of the SERVQUAL model.
Improvement Plan (Three Actionable Steps)
· POS System Integration
Enhance communication between the restaurant, bar, and kitchen systems so as to show real-time order status. It will decrease the confusion and enhance the turnaround times (Vinay et al., 2024).
· Cross-Training for Flexibility
Create regular rotating training of the restaurant and bar teams. The cross-trained personnel will be able to assist one another when guests are numerous, which will facilitate flexibility and minimise waiting lines (Waaje et al., 2024).
· Daily Pre-Shift Briefings and Post-Service Reviews
Hold brief pre- and post-shift meetings with Natasha or Megan to find possible problems, assign tasks, and analyse the feedback of guests. This is in line with Total Quality Management of continuous improvement.
With such measures, the department can significantly improve the flow of services, shorten the time that guests have to wait and increase the morale of employees. These would enhance the effectiveness of operations as the hotel addresses the four-star service as well as the sustainability requirement by using resources efficiently.
6. [bookmark: _Toc213337144]Conclusion
The experience I have had in the Cheltenham Chase Hotel has offered significant knowledge on the professional Food and Beverage operations in a corporate hospitality setting. The collaboration with Natasha Bland and Megan has helped me to develop communication, teamwork, and adaptability skills. The use of the Reflective Cycle developed by Kolb enabled me to analyse my experiences critically and turn the difficulties into a learning experience. The service improvement plan identified offers plausible solutions to the improvement of customer satisfaction and operational efficiency. Considering my original learning goals, I have made improvements in teamwork and sustainability awareness and still have to work on leadership and multitasking skills. Altogether this placement has not only made me sure that theory has its role to play in the practice, but also made me confident that in future I can become a manager in hospitality.
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	1. To strengthen teamwork and operational efficiency within the Food and Beverage department.
	Achieved
	Working with other employees under the oversight of Natasha Bland and Megan enhanced my ability to coordinate and be aware of service flow. I also helped in team communication when the shifts were especially busy with breakfast and banquet and this increased efficiency and satisfaction of the guests.


	2. To apply sustainable and ethical practices in day-to-day service operations.
	Partially Achieved
	I demonstrated portion control and reduced wastage in serving, which helped in the sustainability agenda of the hotel. Nevertheless, recycling and segregation of waste was less in peak time meaning that there is need of improved environmental training and follow-up.

	3. To develop supervisory and communication skills in a professional hospitality setting.
	In Progress
	I became more confident in my interaction with guests and learned to make independent decisions in the situations of high pressure. Delegation and leadership further development is required to enhance my future managerial preparedness.
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