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[bookmark: _Toc197693977]Part 1: Reflective Writing Using Gibbs’ Model
[bookmark: _Toc197693978]Introduction 
The aim of this report is for me to reflect on my experiences as an intern at Leonardo Hotels. As a level 6 student at Hospitality Management, I was asked to complete a few months of practice at Leonardo Hotels to understand practically how the hospitality industry works and prepare myself for the world of work. The role of internship experience is for me to accelerate my career, develop my skills better, make contacts in the industry and gain a real word experience. This report here will look at my experience in the hotel’s Food and Beverage (F&B) department only. To create a more comprehensive and critical reflection, I will employ Gibb’s model of reflection which is formed of six stages that will guide me throughout the process and will help me to focus on aspects that made a real difference for me (Wang and Xie, 2020). My objective is to review lessons learned from my internship situations when faced with professional and emotional challenges. 
[bookmark: _Toc197693979]1. Description 

While working in the F&B department, I served food in the restaurant, helped cleaning kitchen equipment and attended events hosted by the hotel. Before starting my work in this department, I received a short induction and then I was asked to follow other employees working there to learn how to do my job and understand what responsibilities I have. The induction received was vague and due to the lack of personnel, I could not ask many questions when I had unclarities. My whole experience in this department was full of challenges because of the poor management behaviour of the hotel. Throughout my experience, I was treated as an employee with full responsibilities on unpaid work. The fact that I was unpaid, did not bother me because I knew that my biggest reward in this experience is that I have the opportunity to gain a real life experience, however, the fact that I did not receive training, that I was expected to know what to do, cover for their staff shortages (chosen deliberately by the management), the lack of managerial support when I had issues; all of these aspects made this experience less enjoyable for me and made me question my career choice in the beginning. During this whole experience, I faced one incident that impacted me the most. 
It was the evening a big corporate event, and I was supposed to work. I only had minimal experience and training, yet I was given full responsibilities.  During the event, the manager allocated only 3 staff members to take care of the event, including me, one other person who was also an intern and one more formal employee. The manager took this decision to minimise costs because employees are paid hourly for their work and me, and my intern colleague were not paid. I was asked to take orders, serve food and drinks, reset tables, and answer guests' questions, putting myself under pressure and with little support.
At the event one guest was especially impolite, shouting at me for a minor delay. I felt shaken and humiliated especially since the manager witnessed this incident but rather chose to walk away instead of intervening or lending support. Finding out there was no debrief or check-in after the incident was incredibly disappointing. Distressed and overwhelmed, I had to continue working. This incident highlighted several issues related to my internship experience: There was no mentorship, not enough support, I felt neglected emotionally, and I was treated as an ordinary staff while I was a student intern.
[bookmark: _Toc197693980]2. Feelings 
When I began my internship, I was excited and eager to learn. I wanted to get my hands dirty, to put into practice what I had learnt in class (Wu et al., 2021). But this changed how I felt about it. I was initially proud to have been trusted by the team and given full responsibilities during the large event. However, when the workload rose and I quickly realized I was left alone to finish, I got stressed and anxious.
The incident with the guest left me feeling so small and powerless and unsupported. The worst part was that the manager stayed silent, and I felt like no one was standing up for me—like I was invisible and unimportant. I was also angry and disappointed, not only because I thought I was treated badly, but because the leader who was supposed to be role model lacked basic decency and professionalism.
I was determined, but I had also taken an emotional toll, and I kept telling myself I was there to learn, and to try to find meaning in it all. At that time, I put myself together, served the guests professionally, using though this loss as a test of my strength. It hurt, but it lit a fire inside me to one day become a better leader.
[bookmark: _Toc197693981]3. Evaluation 
It was a combination of a positive and a negative experience. On the negative side, lack of training and support made the situation very difficult. It was also unfair to leave me by myself at a big event. The failure in management was obvious, as there was no debrief after the rude guest interaction nor any emotional support given. Interning felt exploitative because I had the responsibilities of a paid, trained staff member without the pay, supervision, guidelines, or protection of those positions.
There were a few positives, however. I realized I could do more than I thought. When I was under pressure, I was able to stay professional, keep serving customers, and do my work (Xu et al., 2020). This kept the situation from escalating further due to my ability to keep my cool and level-headed. Another staff member also took time to lend me informal words of encouragement for the way I handled the situation. It meant a lot when they supported me.
Importantly, I came to know what kind of leader I do not want to become. This event clarified my values and showed me that emotional intelligence, fairness, and supporting my employees are important in a hospitality environment.
[bookmark: _Toc197693982]4. Analysis 
Several hospitality and management theories can be used to analyse this situation. Firstly, Maslow’s (1943) Hierarchy of Needs theory suggests that employees should feel a sense of safety, belonging and esteem before they are sufficiently motivated to engage with their work. These needs were not met in my case. The rude customer made me feel unsafe and unbacked up by management, in turn lowering my morale and productivity. One of them is The Herzberg Two-Factor Theory. In terms of lack of hygiene factors such as supervision, workplace safety and respect, there was no doubt I was dissatisfied. I was committed to learning, but the poor working environment stifled it (Amissah et al., 2021).
From HRD aspects, intern’s onboarding and training should be structured. The basics were not provided by my placement, confirming wider industry criticisms. The Caterer states that lack of training and burnout leads to a high staff turnover. This is also an example of the concept of emotional labour as mentioned by Hochschild which is common in hospitality industry. Interns like me, we are expected to stay calm and smiling, even under unreasonable emotional strain, a standard that the industry must acknowledge and deal with more ethically.
[bookmark: _Toc197693983]5. Conclusion 
I learned some important lessons from this experience. It made me discover certain strengths of mine, namely, resilience, professionalism, and emotional control. I found out that I can even retain my calm in services rendered, although under unfair treatment. Additionally, I gained insight into the problems in the hospitality industry, the exploitation of internships, and the lack of emotional support for frontline staff.
Leadership also means not just giving orders but being there, being supportive and fair. The missing factors in my placement have inspired me on how I want to be in my future career. I want to be the kind of manager that creates a safe, concerned, and yet growth minded workplace.
Gibbs' model of reflection has enabled me to reflect on the situation more deeply and extract learning. The experience was painful, but it allowed me to put things into perspective and know where my future lays in hospitality.
[bookmark: _Toc197693984]6. Action Plan 
	Objective
	Action Steps
	Expected Outcome

	Enhance My Practical Skills
	Enroll in short courses on food service, customer handling, and hospitality operations
	Increased confidence and competence in practical hospitality tasks

	Build Emotional Resilience
	Apply Gibbs’ Reflective Cycle regularly; study emotional intelligence and stress management techniques
	Improved ability to handle pressure and lead with empathy

	Seek Supportive Environments
	Research company culture, read employee reviews, and network before applying to future placements
	Higher chances of working in ethical, growth-oriented workplaces

	Advocate for Intern Rights
	Share my internship experience through writing or online platforms to highlight unfair intern treatment
	Increased awareness and advocacy for better internal policies in the hospitality sector

	Practice Ethical Leadership
	Develop a leadership approach based on support, fairness, and empathy for junior staff
	Build a positive, inclusive work culture in future leadership roles
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[bookmark: _Toc197693987]Part 4: Reflection on Feedback
[bookmark: _Toc197693988]Introduction
This reflection includes feedback from my hotel mentor and academic tutor on my performance based on the unfolding of events that I faced in the Food and Beverage (F&B) department of Leonardo Hotel Cardiff. The feedback provides critical insights into my strengths, areas for improvement, and professional development needs. By summarizing and interpreting this feedback, I aim to understand my performance, evaluate its impact on my skills, and outline actionable steps for growth. Feedback is essential for identifying strengths, such as guest interaction, and addressing weaknesses, like confidence under pressure, to enhance my capabilities in hospitality. This process aligns with my goal to become an ethical, effective leader in the industry. Reflecting on both perspectives—operational from the mentor and academic from the tutor—offers a holistic view of my placement experience, guiding my personal and professional development (Huang et al., 2023).
[bookmark: _Toc197693989]Understanding the Feedback
My hotel mentor, Piotr Kraterski, praised my enthusiasm, professionalism, and contribution to the F&B department, noting my prompt delivery of food and drinks, awareness of allergens, and positive guest engagement. He highlighted my growing confidence in service standards and basic upselling techniques but suggested that more experience would enhance my efficiency and ability to handle complex guest interactions independently. My reliability and adherence to cleanliness protocols were also commended, though he encouraged greater initiative in team collaboration (Wang et al., 2021).
My academic tutor emphasized my professionalism, punctuality, and commitment to learning despite operational challenges. They noted my respectful demeanor and proactive engagement through questioning but identified opportunities to improve flexibility during peak hours and adopt a more independent problem-solving approach. The tutor valued my self-awareness in seeking guidance, which supported my development (Schwepker and Dimitriou, 2021).
Common themes include my professionalism, enthusiasm, and guest-focused attitude. The mentor’s feedback centers on operational skills (service efficiency, guest interaction), while the tutor’s highlights reflective and adaptive behaviors. Unique insights include the mentor’s focus on technical proficiency and the tutor’s emphasis on balancing personal and work commitments, offering a balanced perspective on my F&B performance.

[bookmark: _Toc197693990]Impact of the Feedback

The feedback has deepened my understanding of my strengths and weaknesses in the F&B department. My mentor’s recognition of my prompt service and guest engagement confirms my ability to maintain professionalism under pressure, as evidenced during a busy corporate event where I managed orders and guest inquiries alone (Sun et al., 2022). This aligns with Herzberg’s Two-Factor Theory, where positive feedback on motivators like achievement boosts my confidence (Amissah et al., 2021). However, the mentor’s note on needing more confidence in complex situations reflects a weakness I experienced when a guest was rude, and I felt unsupported.
The tutor’s feedback on punctuality and engagement highlights my reliability, seen when I consistently met shift schedules despite short notice. Yet, their suggestion to improve flexibility during peak hours made me realize I missed opportunities to observe high-pressure operations, limiting my exposure. This feedback reshapes my perspective on professional growth, emphasizing adaptability and initiative as critical in hospitality’s dynamic environment (Xu et al., 2020). Rather than relying solely on guidance, I now see the value of proactive problem-solving to enhance my resilience and integration, aligning with Maslow’s need for esteem and self-actualization (Maslow, 1943). The feedback validates my potential while urging me to take ownership of my development.
[bookmark: _Toc197693991]Action Steps for Growth

To address the feedback, I will implement specific actions to improve my F&B performance and align with my career goal of becoming an ethical hospitality leader:
1. Enhance Confidence in Guest Interaction: I will enrol in customer service workshops to improve upselling and handling complex inquiries, building on my mentor’s feedback. This will prepare me for high-pressure scenarios (Wu et al., 2021).
2.  Improve Team Collaboration: I will proactively seek shadowing opportunities and join team discussions in future placements, addressing the mentor’s note on collaboration. Attending interpersonal skills workshops will strengthen relationships (Wang et al., 2021).
3. Increase Flexibility and Availability: To respond to the tutor’s feedback, I will use digital planners to balance personal and work commitments, ensuring availability during peak hours to gain operational exposure.
4. Develop Independent Problem-Solving: I will practice scenario-based exercises to explore solutions before seeking guidance, building on the tutor’s suggestion. This will enhance my resilience (Sahibzada et al., 2024).
5. Maintain Reflective Practice: I will keep a professional journal to document experiences and apply Gibbs’ Reflective Cycle, linking theory to practice for continuous growth (Zhao et al., 2025). These steps will improve my efficiency, confidence, and adaptability, ensuring I contribute effectively to team goals and guest satisfaction in future roles, fostering an inclusive work culture.
[bookmark: _Toc197693992]Conclusion
Reflecting on feedback from my hotel mentor and academic tutor has highlighted my strengths in professionalism, guest engagement, and reliability, while identifying areas for growth in confidence, flexibility, and independent problem-solving. This process underscores the importance of feedback in navigating challenges, such as managing unsupported shifts, and leveraging strengths, like prompt service. By implementing actions like customer service training and proactive collaboration, I am committed to enhancing my F&B performance. These lessons will guide my development as a hospitality professional, ensuring I lead with empathy and efficiency in future roles, contributing to a positive industry culture (Sun et al., 2022).
[bookmark: _Toc197693993]Part 5: Placement Presentation Summary
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Notes: Nevertheless, in face of a lot of challenges, for instance, dealing with mistreatment and no support, I kept up my momentum in learning, growing my skills and also getting a sense of what the operational reality in the hospitality industry is (Thompson et al., 2021). By going through this experience, I have solidified that I would like to be a responsible leader that takes the health of their staff and the ethics behind work settings very seriously.
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Notes: Role and Key Responsibilities:
I was also expected to support food preparation and event setup during large events, with very little supervision.
Challenges Faced:
On multiple occasions, I was left alone to manage operations when others were sent home. Additionally, I encountered mistreatment from both guests and management. For example, during a major event, I was verbally mistreated by a guest, and the manager did not intervene or support me, which significantly affected my morale.
Skills Developed:
I learned to adapt quickly, manage difficult guests professionally, and maintain composure during stressful service periods. This resilience will benefit me in future roles where quick thinking and professionalism are essential.
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Notes: Role and Exposure:
I also had several conversations with the front office manager about administrative procedures and the hotel’s operating systems.
Challenges Faced:
Although I was not given login access to booking systems, I was able to understand the workflow by watching and asking questions.
Skills Developed:
Observing the administrative process also gave me a better understanding of front office coordination, room allocation, and guest records management.
Key Learning:
It also highlighted the need for cross-departmental communication between F&B, housekeeping, and front office for a seamless guest experience (Hayes, 2014).
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Notes: Challenges Faced:
The work was physically demanding, especially during busy days when I had to clean multiple rooms without sufficient breaks or rotation. The lack of team cohesion also made it harder to seek support or guidance from permanent staff.
Skills Developed:
I developed time management skills, attention to detail, and an appreciation for how cleanliness standards impact guest satisfaction. I also gained empathy for frontline housekeeping staff, whose efforts often go unnoticed despite being essential to hotel operations.
Key Learning:
A clean and well-maintained room significantly shapes guest perception, highlighting the importance of teamwork, communication, and appreciation across departments (Dwyer, 2023).
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Notes: But I now know, first hand, just how critical ethical leadership and honest communication is to staff retention, morale and guest satisfaction.
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Notes: Established, I am eager to carry these lessons forward, in any future placement, and in my professional roles to be a part of creating a more inclusive and respectful culture in the hospitality sector.
[image: ]
Notes: 
Thompson, M.N., Perez-Chavez, J. and Fetter, A. (2021). Internship experiences among college students attending an HBC: A longitudinal grounded theory exploration. Journal of Career Assessment, 29(4), pp.589–607.
Xenia, L. and Kyaw, A.K. (2024). The effect of marketing mix on customer satisfaction and loyalty of Sunshine Princess Hotel in Yangon. Unpublished manuscript.
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Ability to upsell and engage with guests: Did the student actively promote menu items and
create a positive guest experience?

Simona engaged well with guests and made a genuine effort to create a positive
‘experience. She showed an understanding of basic upselling techniques, and with
more confidence and product knowledge, there's potential for her to develop this skill
further.

Food and Beverage Overall Feedback: Please provide specific feedback on the student's
performance in the Food and Beverage department.

Simona made a positive contribution to the Food and Beverage team during her
placement. She approached her duties with enthusiasm, was eager to leam, and
showed professionalism throughout. With continued experience, she has great
potential to grow in confidence, efficiency, and guest interaction.
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Summary of Observations Based on Skills Matrix

“This section consolidates feedback from operational departments provided in previous sections,
focusing on the student's skill development over the 12-week placement.

Skills Matrix

Please use the descriptors of competence across the skill areas below to inform your evaluation
of the student's performance during their placement.
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Please add a

in the relevant box below

Unstitacton

sotstacon

VeryGood

“Time Management, Behaviours
and Attendance

achieve goals. Complete required
hours.

X

Communication
Use speech, writing, non-verbal
methods  and technology  to
exchange information effectively.

Team Working
Build effective working
relationships and collaborate with
others.

Personal Enterprise
Use problem-solving to improve
performance and work processes.

Employabiiity
Would you consider employing
them within one of your hotel
departments
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Professional Mentor Statement

How has the student contributed to your team and organisational goals? Please refer to the
feedback provided above to offer the student a comprehensive and constructive evaluation that
Supports their reflection and personal development.

Simona has made a valuable contribution to both the Food and Beverage department
‘and Reception during her time at the hotel. In Food and Beverage, she demonstrated
a strong willingness to leam, showed good attention to detail, and was always eager
to assist guests. Her ability to deliver food and drinks promptly, along with her growing
knowledge of the menu and allergens, helped support the team. However, with more
‘experience, she can further develop her upselling techniques, efficiency under
pressure, and confidence in guest interaction.

polite and professional approach. She showed a solid understanding of the basics
‘and was quick to leam new systems. To further develop, she will need more time at
the front desk to work independently and gain confidence in handiing more complex
‘guest situations and using the hotel systems effectively.

Overall, Simona is a positive, eager leamer with a good atttude, and with continued
‘support and hands-on experience, she will further improve her skills in both
departments. Her contribution has been appreciated, and she has great potential for
growth in hospitality.

By signing below, | agree that the feedback provided s a true and reflective overview of the
Student's placement at the Hotel.

Full Name: Piotr Kraterski
Position in the Hotel: Restaurant and Bar Manager / Duty Manager

Date: 08.04.2025
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Tutor Feedback

Student Name: Simona-Marilena Patrascu

Student ID: 2123259

Time Management

Simona showed an appropriate approach to time management during the placement.
They attended all scheduled shifts as agreed, and when circumstances arose that
required a shift to be cancelled due to personal reasons, they demonstrated
responsibilty by promptly informing both the hotel and tutor.

Simona also attended all scheduled one-to-one meetings with the tutor, arriving on
time and demonstrating a commitment to their development and the learning process.

There is an opportunity for growth in terms of overall commitment, particularty when it
‘comes to availability during key operational hours. While personal commitments are
understandably a factor, a bit more flexibility in availability would have provided
valuable exposure to the daily operations, enriching the overall learning experience. In
future professional settings, finding a better balance between personal obligations and
work demands will be essential, especially in dynamic environments like hospitality,
‘Where adaptability and being present during peak times are crucial for success.

A more proactive approach to managing their schedule and seeking opportunities to
‘engage more fully with the placement would help Simona maximise the benefits of the
experience.

Communication

Simona demonstrated professionalism throughout the placement and consistently
‘engaged with both hotel staff and the tutor. While their communication was generally
functional, there were opportunities to enhance professionalism and clarity,
particularty in written communication.

Verbal communication was generally respectful and appropriate in tone, which helped
maintain a positive baseline of interaction. In conversations with staff and peers, the
student remained polite and receptive, creating a sense of approachability.

Developing greater confidence in both written and verbal communication will be
essential as Simona transitions into future professional environments. Strengthening
these skills will not only improve day-to-day interactions but will also help Simona
build stronger working relationships and convey a more professional presence overall.
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Behaviour

Simona maintained a generally respectful and professional attitude throughout the
placement, and they interacted courteously with both staff and peers. Their conduct
was appropriate, and they followed workplace expectations, which helped them
establish a positive foundation in the placement environment. When asked to remove
fake nails, Simona adhered to the request promptly, demonstrating their willingness to
follow industry standards and maintain a professional appearance in line with hygiene
and safety expectations.

There were moments when Simona’s enthusiasm and engagement appeared to
fluctuate. While they were willing to collaborate when prompted, there was potential
for them to take a more active role in contributing to the team and participating in the
day-to-day operations. With a bit more initiative and curiosity, the student could make
the most of the learning opportunities available and deepen their involvement in the
placement experience.

Interms of reliability, Simona met their core responsibilities and was dependable.

By adopting a more proactive and invested approach, seeking out opportunities to
assist and showing greater initiative, Simona can build confidence, make a stronger
impression and become more fully integrated into the team, standing out positively in
professional settings.

Problem-Solving.

When faced with challenges during the placement, Simona made a genuine effort to
manage them and responded appropriately when support was available. They
demonstrated a positive willingness to seek guidance, reflecting self-awareness and a
desire to improve. While they tended to seek direction from others, there is potential
for growth in taking a more independent approach to problem-solving in the future.

While it is completely natural for students to need support in new environments,
developing stronger problem-solving skills and a more proactive mindset would greatly
benefit Simona as they continue to grow professionally. Demonstrating initiative - such
s exploring options before seeking help, or suggesting solutions - will help them build
resilience and confidence in their abilities.

With time, experience and encouragement, Simona has the potential o become more
selt-directed in their approach. Continuing to reflect on challenges and viewing them
85 opportunities to take ownership and leam will help Simona strengthen this
important professional skl set.
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Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler
Date: 24" April 2025
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REFLECTING ON MY INTERNSHIP EXPERIENCE
IN HOSPITALITY: INSIGHTS FROM F&B, FRONT

OFFICE, AND HOTEL OPERATIONS
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INTRODUCTION

This presentation outlines my internship experience across
three core areas of hotel operations: Food and Beverage
(F&B), Hotel Administration and Front Office (HAFO), and
Operating Hotel Facilities (OHF). The aim is to present the
key responsibilities, challenges, and learning outcomes
associated with each area, highlighting how these experiences
contributed to my professional development.
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Key Responsibilities of F&B Executive
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FOOD AND

BEVERAGE (F&B)
DEPARTMENT

Role and Key Responsibilities:

For F&B department, my duties involved the setting up of

dining areas, taking guest orders, delivering food, and clearing
the tables.

Challenges Faced:

One of the biggest challenges was the lack of training. | was
expected to perform full-time staff duties without guidance,
resulting in stress and confusion, especially during peak
service hours (Newman et al., 2022).

Skills Developed:

Despite the difficulties, | developed strong customer
service skills, multitasking abilities, and problem-solving
strategies under pressure

Key Learning:

This role exposed me to the harsh realities of some
hospitality work environments and emphasized the
importance of ethical leadership and structured support for
junior staff (UKHospitality, 2023).
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           FOOD AND BEVERAGE (F&B) DEPARTMENT      Role and Key Responsibilities : For F&B department, my duties involved the setting up of dining areas, taking guest orders, delivering food, and clearing the tables . Challenges Faced : One of the biggest challenges was the lack of training . I was expected to perform full - time staff duties without guidance, resulting in stress and confusion, especially during peak service hours (Newman et al . , 2022 ) . Skills Developed : Despite the difficulties, I developed strong customer service skills, multitasking abilities, and problem - solving strategies under pressure Key Learning : This role exposed me to the harsh realities of some hospitality work environments and emphasized the importance of ethical leadership and structured support for junior staff ( UKHospitality , 2023 ) .
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HOTEL
ADMINISTRATION

AND FRONT OFFICE
(HAFO)

Role and Exposure:

My time at the reception desk involved assisting with guest check-
ins and check-outs, answering queries, and observing how
booking systems were managed (Forman and Udvaros,2023).

Challenges Faced:

Due to inconsistent scheduling and staff shortages, | had limited
structured opportunities to shadow experienced front desk staff. |
had to rely heavily on observation and self-motivation to learn.

Skills Developed:

From this experience, | improved my communication and
interpersonal skills. | learned how to greet and handle guests
professionally, manage minor complaints, and support front-desk
tasks with a calm demeanor.

Key Learning:

The experience made me realize the importance of guest-first
communication, and how critical the front office is to shaping
first impressions (XENIA and KYAW2024).




image17.svg
     HOTEL ADMINISTRATION AND FRONT OFFICE (HAFO)  Role and Exposure : My time at the reception desk involved assisting with guest check - ins and check - outs , answering queries, and observing how booking systems were managed (Forman and Udvaros, 2023 ) . Challenges Faced : Due to inconsistent scheduling and staff shortages, I had limited structured opportunities to shadow experienced front desk staff . I had to rely heavily on observation and self - motivation to learn . Skills Developed : From this experience, I improved my communication and interpersonal skills . I learned how to greet and handle guests professionally, manage minor complaints, and support front - desk tasks with a calm demeanor . Key Learning : The experience made me realize the importance of guest - first communication , and how critical the front office is to shaping first impressions (XENIA and KYAW, 2024 ) .
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OPERATING HOTEL
FACILITIES (OHF)
HOUSEKEEPING

Role and Tasks

In the housekeeping department, | worked alongside full-
time staff and was assigned duties such as cleaning rooms,
changing bed linens, restocking amenities, and
preparing rooms for guest arrival.

Challenges Faced:

Similar to the F&B department, | was expected to perform
full-time housekeeping duties without prior training.

Skills Developed:

Working in housekeeping gave me a practical understanding
of back-of-house operations (Mosikatsana, 2022).

Key Learning:

Housekeeping is often undervalued but is critical to the
overall guest experience.
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                OPERATING HOTEL FACILITIES (OHF) – HOUSEKEEPING Role and Tasks : In the housekeeping department, I worked alongside full - time staff and was assigned duties such as cleaning rooms, changing bed linens, restocking amenities , and preparing rooms for guest arrival . Challenges Faced : Similar to the F&B department, I was expected to perform full - time housekeeping duties without prior training . Skills Developed : Working in housekeeping gave me a practical understanding of back - of - house operations ( Mosikatsana , 2022 ) . Key Learning : Housekeeping is often undervalued but is critical to the overall guest experience .
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OVERALL REFLECTION
AND INTERCONNECTED
THEMES

Across all three departments —F&B, HAFO, and
OHF—I learned that each unit must work in

sync to deliver excellent customer service
(Rachman and Hapsari, 2024).

However, proper management support and
training were not administered to enable full
effective collaboration, but this has also shown
the systemic gaps in treatment between
workforce and hospitality.

This experience reaffirmed my commitment to
becoming a hospitality professional focused on
team wellbeing, structured onboarding and
interdepartmental cooperation.

L2 8 8 & ¢





image21.svg
           OVERALL REFLECTION AND INTERCONNECTED THEMES Across all three departments — F&B, HAFO, and OHF — I learned that each unit must work in sync to deliver excellent customer service (Rachman and Hapsari , 2024). However , proper management support and training were not administered to enable full effective collaboration, but this has also shown the systemic gaps in treatment between workforce and hospitality. This experience reaffirmed my commitment to becoming a hospitality professional focused on team wellbeing, structured onboarding and interdepartmental cooperation.     
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CONCLUSION AND CAREER PREPARATION

Although my placement was a
challenging one, | came out
with a more skillful set,
clearer career goals, and
more knowledge of the true
reality of the industry.

| picked up how to work on
my own, how to be
professional when interacting
with guests and how to get
things done properly under
pressure.

Most importantly, this
experience reaffirmed my
desire to be an agent of
change within the industry:
for positive work
environments, for fair
treatment of interns and for
the investment in staff
development.
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     CONCLUSION AND CAREER PREPARATION                Although my placement was a challenging one, I came out with a more skillful set, clearer career goals, and more knowledge of the true reality of the industry.          I picked up how to work on my own, how to be professional when interacting with guests and how to get things done properly under pressure.      Most importantly, this experience reaffirmed my desire to be an agent of change within the industry: for positive work environments , for fair treatment of interns and for the investment in staff development .
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Hospitality and Hotel Management: Hotel Feedback

“This form may be shared with other team members, and multiple submissions per student are
allowed f needed.

The feedback provided wil be shared with the student to support their reflection process. We
encourage detailed, constructive, and forward-focused feedback to help students enhance
specific skl areas, preparing them for future placements and workplace environments.

Student Information
Student Name and Number: 2123259

Simona-Marilena Patrascu

Hotel Information
Placement Hotel name: Leonardo Hotel Cardiff

Placement Hours
Did the Student complete the required hours of 16h per week? Yes & / No C1

1f you answered NO, please add the reason here:

N/A
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Food and Beverage Operations
Please provide detailed feedback based on the student's Food and Beverage experience at the
Hotel,

Knowledge of menu and service standards: Did the student demonstrate an understanding of
menu items, allergies, and service etiquette?

Simona demonstrated a good understanding of the menu and showed growing
‘confidence in applying service standards. She was attentive when learning about
allergens and asked the right questions, showing awareness of guest safety and
care.

Speed and effiiency in serice: Was the student abl to deliver food and drinks promty and
correctiy?

Simona showed good awareness of the importance of speed and efficiency during
service. She was able to deliver food and drinks promptly, staying attentive to guest
needs while continuing to develop her pace and confidence during busy periods.





