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[bookmark: _Toc209704358]Introduction 
It is evident that  by looking back on my placement at the Food and Beverage department in Holiday Inn Guildford, I want to reflect on what I experienced compared with what I had expected to learn. There was a noticeable gap between the intended learning outcomes and the reality of the placement. The programme was designed to provide comprehensive exposure to F&B management practices, yet it mainly highlighted the divide between academic aspirations and practical industry implementation. The hotel’s F&B offerings included breakfast service, bar operations, and restaurant dining, which shaped the basis of my placement. Before beginning, I set three objectives that are, to gain insight into management decision making, develop problem-solving skills in service situations, and understand the impact of leadership styles on employee motivation. It is certain that while the placement gives valuable operational experience, it also  limits managerial exposure (Johnston et al., 2012). Using Kolb’s reflective model enabled me to critically analyse these gaps by moving from concrete experience to reflective learning.
[bookmark: _Toc209704359]Kolb’s Reflective Cycle 
The Kolb’s reflective model transforms experiences into learning by progressing through concrete experience, observation, conceptualisation, and active experimentation for improvement (Gordon, 2022).
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Figure 1 Kolb's Reflective Cycle
Source: Brown (2025)
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During my placement at the Holiday Inn Guildford, I was primarily assigned to front-line duties in the F&B department, working directly as a waitress and engaging closely with daily service operations. My main activity throughout the placement was that of carrying out the duties of a waitress, giving me a full front-line involvement from which I gained valuable insights into daily workflow and customer interaction. However, this approach created a significant gap in my learning by limiting exposure to management-level functions within the department. What really frustrated me was that I could not get anywhere near the management side of things. I had gone into this placement hoping to see how the F&B department actually runs from a management perspective, but that just didn't happen. 
Moreover, when I inquired about gaining insight into management operations, I was informed about a confidentiality policy that precluded even basic understanding of managerial functions. This managerial barriers affects the ability to achieve learning objectives rather than taking advantage of the opportunities (Liu et al., 2022). The placement experience presents an unexpected dynamic where the rapid learning aptitude and efficient work accidentally leads to consistent involvement in routine restaurant operations (Anon, 2010). Over half of my placement was spent on repetitive tasks such as serving breakfast and clearing tables, which, while essential to operations, did not align with higher-level learning goals focused on strategic management and problem-solving.
[bookmark: _Toc209704361]Reflective Observation
While carrying out these tasks, I began to notice deeper operational challenges within the department, particularly issues of staff shortages, leadership inconsistencies, and the strain these placed on both employees and service quality. As a front-line staff member, I noticed critical operational challenges that affected both employee well-being and service delivery. The most pervasive issue was the clear staff shortage, which frequently forced employees to multi-task and cover roles, including bar shifts and kitchen support. This also cause dissatisfaction among staff who often expressed exhaustion, particularly as they are most often not adequately compensated for taking on additional responsibilities (Üngüren, 2024). For example, during breakfast service I was expected to cover both table service and barista duties simultaneously, which led to delayed service and reduced guest interaction. 
In addition, it is not the first occupational stress case on its own, and since impartial studies of occupation stress have already been conducted, workload and role ambiguity emerge as key contributors to burnout and low job satisfaction. Bolliger and colleagues (2023) suggest that high task switching with low job control results in stress and inhibits motivation, which again correlates with my personal experience during the placement. Discussions with colleagues( Rochelle was a big help for me)  revealed that there was a large level of exhaustion due to continuous demands of filling professional gaps despite the part-time rotations. The democratic style of leadership as declared by the hotel was at variance with the situation on the ground. I was not involved in the decision making and this reduced chances of learning by being involved. An episode during one of the busiest services was especially memorable, I requested to have a short break so that I could rest, but my supervisor ( Jemma) unceremoniously rejected me, pointing to the rush. In addition, this reaction was another manifestation of low quality leadership and communication. 
[bookmark: _Toc209704362]Abstract Conceptualisation
These observations led me to consider how established theories on employee well-being, workload management, and service delivery could help explain the recurring difficulties I encountered in practice. It was chaotic. Employees were frequently required to cover multiple operational areas simultaneously, leading to significant feelings of being overwhelmed and stretched beyond reasonable limits. In such scenario, staff members consistently appears tired and exhausted, struggling to maintain service standards while managing heavy workloads (Üngüren, 2024). 
In addition to it, this created a cycle where reduced employee satisfaction and stress inevitably compromised guest experience. When I compared this to my Level 4 placement at Marriott Twickenham, the contrast was clear, although busy, staffing there was better balanced, supporting well-being more effectively. Linking to Food and Beverage Operations at Level 4, it became evident that proper task allocation is vital for both morale and service quality. Equally, insights from Sustainable Hospitality and Tourism Management at Level 5 show how excessive workloads undermine sustainability goals, as tired staff struggle to deliver consistent service. The constant pressure to cover multiple roles meant attention was divided, reducing the focused service guests expect.

[bookmark: _Toc209704363]Active Experimentation
Reflecting on these insights, I identified several practical changes that could be implemented to improve staff efficiency, morale, and overall guest satisfaction within the F&B department. From what I saw during my placement, here are some things that could really help improve the F&B department. If I were a manager, I had start by having quick daily meetings with the team to talk about what's happening that day and keep everyone motivated. Priority should be given to initial guest interactions through prompt greeting and provision of accurate wait times, which represents a key component of effective queue management and guest satisfaction. Offering comfortable waiting areas and preservice drink options further enhances guest experience while demonstrating attention to customer comfort (Hagg, 2013).
I think one of the most important things would be to actually train staff to handle small problems on their own. This way, they wouldn't need to ask a manager for help with every little thing. According to Ryan and Deci (2022) the self-determination theory shows that when staff can make their own decisions about small tasks, they are happier, more motivated, and work more effectively. There is considerable scope for improving table turnover efficiency, especially during high volume periods, and cultivating proactive guest engagement where staff anticipate needs rather than merely responding to requests (Xu et al., 2022).
[bookmark: _Toc209704364]Conclusion
It is concluded that my placement at Holiday Inn Guildford, while providing valuable hands-on operational experience, ultimately fell short of delivering the intended comprehensive exposure to F&B management practices. The witnessed issues such as critical understaffing, lack of relationship between proclaimed and implemented leadership philosophies and scenarios of poor leadership in the case of high stress situations directly affected the welfare of the employees as well as service quality. Using the reflective model of Kolb enabled me to have a critical analysis of these experiences by not only describing them but progressing to observation, conceptualisation and experimentation, which demonstrated evident gaps in my managerial learning. The trend that has been maintained in both my Holiday Inn Guildford and Marriott Twickenham placements demonstrates that there is a larger concern on the hospitality education partnerships. 
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