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Premier Inn Kettering hotel offers an on-site Brewers’s Fayre restaurant and are both owned by Whitbread corporation. While the hotel provides accommodation for guests that are booking rooms, the restaurant offers Food and Beverage (F&B) services for hotel guests and public (Brewersfayre.co.uk,2024).
F&B operations consist of but are not limited to menu planning: the preparation of variety and attractive menu that meets diverse dietary needs and cultural tastes. Food preparation requires top notch supplies and that cooking rules and guidelines are followed when preparing food. Providing excellent customer service by taking orders accurately, serving food and drinks while maintaining a friendly and professional approach is part of the service. Beverages involves providing a variety of alcoholic and non-alcoholic drinks. Management along with health and safety ensures that customers and employees are safe by following rules and regulations for food and beverages safety and keeping premises safe and clean. The catering side offers the benefits of preparing and carrying out food and beverages services for events such as weddings, conferences and many more (Admin,2023).
The student in class/placement and employee in hospitality started in year 4.  Through lessons in class I am learning the strong foundations for hospitality management. While the first placement sparked a desire in me for paid employment in hospitality this placement will continue to assist in my continuous development towards a flourishing career in hospitality. 
As a paid member of staff as front of house team member at Premier Inn Kettering I also assist in the restaurant when needed, and as part of my placement I aim to develop my skills more in how to give great customer service in a fast-paced environment. This also includes gaining more knowledge on how the kitchen operations work, stock management, food and beverage safety and regulations, learning cooking skills, improve in taking orders and processing through point of sale, improve my teamwork skills and learning how to accommodate dietary requirements by modifying items on the menu (www.shu.ac.uk, 2024).
For my placement Gibbs reflective cycle has proven to be a useful academic tool to help me reflect on the student on placement journey (University of Hull, 2024).
To describe the experience during my student placement at Brewers Fayre restaurant I shadowed the manager and contributed to the F&B department by doing different tasks part of waitressing, cleaning but also helper in the kitchen. By being actively involved in these tasks has given me the opportunity to develop my knowledge of the skills needed in such environments. 
Although part of my hotel employment I help at the restaurant, my feelings towards F&B department are uneasy, as it is my least preferred department to work in. I do not feel comfortable working as a waitress, which is why I have never applied for a job in this field. Additionally, I do not enjoy cooking, resulting in limited abilities in that area too.  
However, I have feelings of joy when I perform cleaning tasks within a restaurant environment. 
When placement started, I originally had feelings of excitement and fear, but I was eager to grow my knowledge and contribute to this department even if I felt anxious about my responsibilities and performance.  
Throughout placement the more I engaged with the customers my confidence increased, and I learnt more about the complexities and dynamics involved in providing excellent customer service (Whitbread Careers, 2024).
When I look at how important good communication was during my placement in the F&B department, I can see that it was vital for every single task. Clear and caring communication was necessary to make sure everything ran smoothly, and customers were happy whether this involved taking orders or dealing with concerns. I remember how I was able to take a good order when I got a complicated request for several changes to the standard menu items. I made sure the order met the customer expectations by carefully listening and checking each detail.  
When a customer complained about food, I remained calm and listened carefully and this helped me fully understand the problem and collaborate with the kitchen staff to solve it quickly, making what could have been a bad experience for the customer into a good one (De Jong, 2024).
Additionally, success in this setting depended on working together with chefs, waitressing staff, and managers showed how crucial it was to work as a team and help each other, because on every occasion that required additional support and help, he stepped in without giving it a second thought (Cousins and Weekes, 2020).
Balancing many tasks at once improved my task management skills; for example, serving customers while making drinks needed great time management and planning skills. 
During these experiences having personal skills like patience, resilience and a positive attitude turned out to be essential during these situations while dealing with different other guests.  
Ultimately, delivering personalised service by knowing and expecting what customer need proved how important it is to pay attention to details and be flexible to make customers happy (Hansen, 2023).
Moving forward as an action plan I will pay attention to continuous improvement of my skills through training. I will actively listen to feedback, and I will use this to improve my performance, and I will establish relationships with professionals in the industry even with those who are part of my family and own a restaurant to gain more knowledge about the food and beverage industry (Birt, 2023).
During my placement at Brewers Fayre, I encountered numerous issues mostly related to food complaints, including improper cooking, inadequate temperature, unavailability of certain items on the menu and the restaurant’s closure at 8:30 pm which negatively impacted business guests that were arriving late for check in due to work and desired a drink or hot meal. However, these challenges were effectively addressed through professionalism and teamwork and close collaboration with the open takeaways within town (Food Standards Agency). 
But there was one incident that stood out in my experience as student on placement. 
Because his partner ordered the wrong food, a customer got angry smashed the window at the front entrance of the restaurant and hit both his partner and waiter who tried to help. The entire event unfolded within seconds. Although he was hit the waiter remained calm and professional and did not need medical assistance.  The attacker was caught later by the police as he was able to be identified via cctv surveillance, but the waiter’s attempt of activating the panic alarm proved ineffective, highlighting a significant operational failure. 
The incident had an impact on department operations, customer service and brand image. The negative experience of witnessing or hearing about such incidents compromised other customers views making them feel unsafe and possible less like to return. Customers perception of safety is crucial to retaining clients. Such violent incidents may instil anxiety and fear in employees lowering their confidence. This highlights the need for a safe working environment (Grieve, 2024).
Additionally, the incident forced staff to stop from their regular duties which slowed down operations and stopped the efficiency of service delivery. In such events effective crisis management strategies are vital for reducing disruptions and maintaining smooth operations.  Proactive actions to physical protection of staff and providing an impeccable guest experience are essential for both immediate recovery and long-term success. 
The incident made me realise the importance of strict safety rules, regular checks of safety equipment and the availability of security staff. It also highlighted how vital it is to train staff on handling crises. And ultimately prioritising the welfare of customers and staff is essential for keeping service standards high and running the business smoothly. 
An effective workplace safety action plan, especially in aggressive conditions, stresses the need for increased safety checks, robust security, extensive staff training and tight collaborations to support those concerned. 
First and foremost, I will propose safety equipment to be checked daily instead of weekly because this guarantees that devices like panic alarms are always functional and in good order. To increase security, I would propose to increase security during peak hours by hiring security staff that can interfere in violent situations. I will also propose regular crisis management and de-escalation training that prepares staff to handle emergencies. And ultimately and more importantly I will create more ways for easy access to support systems that can help people who have been exposed to violence both physically and emotionally. I will also follow up with a post incident and find ways to make it better. I believe that all these strategies can work well to create a framework that can reduce violence but also builds a strong workplace environment (British Safety Council, 2023).
In a nutshell, my placement experience within the F&B department was priceless in terms of developing my confidence to work as a waitress and to expand my skills in this department. 
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