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My placement at Leonardo Hotel East Midlands Airport provided me with invaluable experience in a comprehensive food and beverage operation. Located at Ashby Road East Midlands Airport, this establishment offers diverse F&B services including a full-service restaurant, bar operations, and extensive catering for both breakfast and dinner service. The hotel's F&B operation caters to a diverse clientele, including business travellers, airport passengers, and local patrons, providing both à la carte dining and buffet-style breakfast service.
During this placement, I established three key learning objectives: firstly, to develop practical skills in multi-faceted restaurant operations including order taking, food service, and bar operations; secondly, to understand the complexities of managing food safety and allergen protocols in a commercial environment; and thirdly, to observe and analyse effective supervision techniques within busy hospitality operations.
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Using Gibbs' Reflective Cycle (1988) as my theoretical framework, I will examine my placement experience systematically. Gibbs’ Reflective Cycle offers a structured approach to thinking about past experiences to improve future practice (Adeani, Febriani and Syafryadin, 2020). The six stages of it are description, feelings, evaluation, analysis, conclusion, and action planning. The description of the experience is first objective, then personal feelings and reactions follow (Ocampo et al., 2024). Afterwards, the individual assesses what went right or wrong and examines how things happened the way they did, perhaps by applying appropriate theories. From this, one can conclude what could be done differently. Finally, an action plan is created to apply the learning in future situations. This is a model for continuous learning and personal growth.
Role Description and Responsibilities
I was involved with several different areas of the F&B operation. My role as a waiter involved taking orders from customers, serving food and beverages, cleaning tables, and ensuring customer satisfaction. In busy periods, I also worked behind the bar, serving alcohol and taking drink orders. I had to serve breakfast and dinner, which meant having to adapt to a different style of service and the needs of various types of customers.
Some of the key decision-making processes that I observed included allocating staff at peak times, modifying the menu based on the availability of ingredients, and handling conflicts with demanding customers. I saw supervisors making real-time table assignment choices, kitchen delay choices, and choices about how to work with the front of house and kitchen teams.
Skills Analysis
A number of key skills would be needed for adequate supervision in this environment. There was leadership through clear communication of expectations and motivating team members during stressful times. Being able to manage customer complaints or kitchen delays requires problem-solving skills (Antić and Bogetić, 2024). Communication was critical in coordinating between different departments to ensure smooth service flow (Gautam, 2020). In this regard, adaptability was a crucial characteristic since airport clientele demands were quite varied and business volumes were subject to fluctuations.
After self-reflection, I was able to determine my abilities and was convinced that I had strengths in customer service and being adaptable to different roles. I knew I had weaknesses in confidence when dealing with difficult situations, and my speed of service during periods that were hectic.
Supervision Examples
I observed adequate supervision when our restaurant manager handled a situation where the kitchen experienced significant delays during dinner service. She proactively communicated with affected tables, offered complimentary drinks, and reassigned staff to maintain service quality. This demonstrated excellent crisis management and customer retention skills.
Conversely, I witnessed ineffective supervision when a junior supervisor failed to communicate kitchen delays to the front-of-house team. This resulted in confused staff, frustrated customers, and compromised service quality, highlighting the importance of clear communication channels.
Professional Development Action Plan
	Development Area
	Specific Action
	Timeline
	Success Criteria
	Resources Required

	Conflict Resolution
	Enrol in a customer service training course focusing on difficult situations.
	Within 3 months
	Successfully handled three challenging customer interactions without supervisor intervention.
	Online training platform, practice scenarios with colleagues

	Service Efficiency
	Practice multitasking exercises and time management techniques during shifts.
	Ongoing for 6 months
	Reduce average table service time by 15% whilst maintaining quality standards.
	Mentorship from experienced staff, self-timing exercises

	Leadership Development
	Shadowed experienced supervisors during different shifts to observe decision-making processes.
	Next 4 months
	Demonstrate understanding by successfully leading a small team during quiet periods.
	Supervisor permission, observation log, and feedback sessions
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Comparison with Level 4 Experience
Comparing this placement to my Level 4 F&B experience reveals significant differences in operational complexity and customer expectations. My previous placement was in a smaller, independent restaurant with limited-service offerings, whilst Leonardo Hotel operates a more sophisticated operation with diverse revenue streams and higher service standards.
The current placement exposed me to airport hospitality dynamics, including time-sensitive customer needs and cultural diversity. Unlike my Level 4 experience, I encountered more complex allergen management requirements and witnessed more sophisticated inventory management systems.
Module Learning Integration
During this placement, my Level 4 Food & Beverage Operations module was a source of excellent knowledge that was very useful to me. I was confident to adapt quickly to the hotel’s systems, being familiar with service styles, menu engineering, and basic operational procedures.
F&B environmental awareness was created through Level 5 Sustainable Hospitality and Tourism Management module.  The attempts of the hotel to minimise food waste, employ sustainable food sourcing, and energy management prove the necessity of the environmental responsibility in hospitality.
 Triple Bottom Line (1997) by Elkington declares that companies should emphasise on People (social responsibility), Planet (environmental responsibility) and Profit (economic sustainability) (Vittoria Loviscek, 2020).  This theory came to my realisation in the course of placement.  The Planet aspect of the TBL is in line with the food waste minimisation, food provenance, and energy conservation of the hotel.  The hotel guaranteed guest’s satisfaction (People) and profitability (Profit) by being efficient.
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Identified Improvement Area
I highlighted staff training consistency as one of the areas of improvements through observation and discussions with colleagues. I also realised that there was a difference in the level of services rendered among the staff especially in the field of allergen sensitivity and customer-contact procedures.
Justification
During me on placement, I observed the cases when staff members provided various information regarding the menu items and allergens. It was evident after discussing it with the colleagues that no standard training materials were used and new employees were dependent on informal mentoring, as opposed to formal, structured training programmes. This kind of inconsistency may undermine food safety and customer satisfaction.
Improvement Plan
	Step
	Action
	Implementation
	Expected Outcome
	Academic Support

	1
	Develop Comprehensive Training Modules
	Create standardised materials covering food safety, allergen management, and customer service protocols.
	Consistent service delivery across all staff members
	Davis et al. (2018) emphasise that structured training programmes significantly improve service consistency and reduce operational risks

	2
	Implement Mentorship Programme
	Establish formal mentoring relationships between experienced and new staff members.
	Improved skill development and job satisfaction for new employees
	Chen and Klimoski (2003) demonstrate that structured mentorship improves skill development and job satisfaction in hospitality environments

	3
	Regular Assessment and Feedback
	Introduce monthly competency assessments and feedback sessions to ensure training effectiveness.
	Maintained service standards and continuous improvement identification
	Williams and Anderson (2020) argue that continuous assessment helps maintain service standards and identifies areas for improvement


Performance Enhancement
Such gains would increase performance standards through the setting of measurable service standards and technical knowledge standards. Periodic evaluation would help the staff keep the necessary level of competency which would eventually enhance guest satisfaction and efficiency of the operations.
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In conclusion, this internship in Leonardo Hotel East Midlands Airport gave an insight into complicated F&B work. My learning objectives were met by acquiring practical skills in various jobs, learning about food safety procedures, and having an opportunity to observe numerous supervision approaches. 
Good communication, sustainable training and flexibility were emphasised within hospitality. The service improvement plan focuses on the weaknesses and the strengths of this establishment. 
It has enabled me to acquire professional knowledge on hospitality management and qualify me as a professional in charge of leading the industry. Combining theory with experience in practice contributed to my career.
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