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[bookmark: _Toc213821757]Introduction
The ten weeks spent at the Maldron Hotel Newcastle, a four-star hotel in the city centre, provided a holistic experience to the complexities of operations and management of the Food and Beverage (F&B) Department of a modern hotel. The F&B structure of the hotel entails a modern restaurant and bar, a general day dining restaurant, and exclusive event catering to conferences and weddings. Through the placement, I was able to collaborate with the Duty Managers David, Lewis, Stephanie, Ken and Suzanne, who all shared the same experience of how management skills, cross departmental versatility and guest service excellence can be combined to support daily operations.
This reflective log aims to evaluate my learning in terms of theories studied in past modules, in particular, Sustainability for the Hospitality Industry and Food and Beverage Operations. Reflection will be organized in the form of theoretical comparison and not description, whereby my practical experience will be related to important literature. The report shows that the theoretical concepts on leadership, sustainability and service management are reflected and sometimes tested in the real life hotel activity at Maldron.
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[bookmark: _Toc213821759]Applying Theory to Practice
Since the first week, it was thus clear that the Duty Managers at Maldron Hotel Newcastle are trained to be multi-departmentally competent. The roles are rotated between front office, F&B, housekeeping and events management between each of them; David, Lewis, Stephanie, Ken and Suzanne. This method of cross-training aligns with multiskilling theory, which suggests that operational resilience and employee satisfaction grow through flexibility. Their leadership in the F&B department made me realize that interdepartmental coordination also affects the satisfaction of guests and this is more evident during peak operations.
An example is that when I was under the supervision of Lewis, I helped in the management of a corporate dinner in which there was an abrupt shortage of staff. In lieu of compromising service, Lewis reallocated a reception trainee to help in table service, which shows the cross-functional training aspect of Personal Resourcing and Development modules. Flexibility is consistent with contingency theory, according to which management decisions are based on situational needs, but not strict hierarchies. 
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All the Duty Managers exhibited a unique leadership style. David, for example, practiced transformational leadership by inspiring the team to anticipate guests' needs in advance, rather than reacting to them. He kept on reminding employees to see themselves as guests- consolidating the empathy and proactivity. Ken was more transactional, and he was interested in task accomplishment, time management, and cost reduction, an approach that would be required when there is a large flow of breakfast shifts.
The comparison of these styles helped understand the importance of diversity in leadership that helps to maintain a balance in service operations. Groen et al (2024) says that successful hospitality leadership is a combination of emotional intelligence and procedural consistency that drives morale and efficiency. I have personally witnessed such a balance when Suzanne was able to handle a complaint by a guest who arrived late and requested to be served; she showed no defensiveness but instead displayed the ability to manage emotion and service recovery techniques, which are aspects of the emotional intelligence model explained by (Goleman, 1998).
This kind of leadership did not only ensure that the standards of services were upheld but also established a psychologically safe space where the staff could communicate and improve. This experience was similar to the findings of Kim and Brymer, (2011), who asserted that ethical and emotionally intelligent leadership contributes to team commitment and guest outcomes.
[bookmark: _Toc213821761]Food and Beverage Operations Sustainability
The Maldron Hotel places a strong emphasis on sustainability in the field of F&B operations, which is in line with the Maldron chain environmental responsibility programme, called Make It Maldron. I have witnessed some of the initiatives like energy saving kitchen appliances, little plastic wrappings, and locally grown produce under the supervision of Stephanie. These activities were in tune with the theories of the Sustainability for the Hospitality Industry module and literature that saw a circular-economy as an effective approach (Chan & Hawkins, 2010).
A particular program was the substitution of single-use condiment packets with refillable glass jars which would greatly decrease plastic waste. These types of changes at a micro-level in the management of F&B can decrease the operational wastes by up to 20 percent. When questioned about sustainability, Stephanie replied that the perception of the guests is also connected to the sustainability efforts, which is also mentioned in Chan and Hawkins, (2010), who concluded that visible green practices enhance the brand reputation and customer trust.
There are however, practical difficulties. Food waste, particularly when serving the buffet breakfast was an issue. I proposed to introduce a waste tracking log, which I based on the research of Biggi et al (2024) on sustainable operations in the F&B industry, which revealed that digital waste-monitoring instruments deliver efficiency and accountability to the staff. Although the idea received a warm reception in the management, they complained about the limitation of resources (Hall and Gössling, 2013). 

[bookmark: _Toc213821762]Guest Satisfaction and Quality of Service
One of the most important learning events was when a group of 20 people came and ordered their meals with special dietary needs without them being conveyed to the kitchen. The mistake led to the delay and first dissatisfaction. Under the leadership of David, I liaised with the chef to make other meals as Suzanne personally apologised and even provided free drinks. 

It demonstrated how to apply the dimensions of SERVQUAL: responsiveness, assurance, and empathy. These attributes, which were reflected in the behaviour of the Duty Managers, strengthened the fact that regular service recovery is capable of boosting satisfaction above expectations before the failure. Such an experience has made me reevaluate the role of F&B operations as more about logistics to the core of being relational where human interaction is the quality of the service.
Besides, this incident supported the necessity of communication between F&B and kitchen personnel. Afterwards, Ken started a new checklist of post-event communication to verify the information on the diet before big bookings, a minor procedural change that has significant effect on reliability.

[bookmark: _Toc213821763]Learning Managerial Training and Development
During my placement, I also got to know how the Duty Managers were trained to deal with various departments. Suzanne described how every manager goes through the rotational development programme which involves F&B, front office and housekeeping oversight. This is indicative of multi-skilling and job rotation theory which encourages the skill diversity and retention. I noted how this training helped managers to temporarily take up various positions effortlessly such as Lewis helped in housekeeping when there was an emergency staff deficiency, so operations would not stop and guests were not affected.

[bookmark: _Toc213821764]Reflective Practices of Change Since Level 4
My Level 4 understanding of the F&B work was mostly operational, that is, focused on serving, hygiene and customer satisfaction. 
This development reflects the idea presented by Gretzel et al (2017) that the management of hospitality needs more and more analytical and digital skills. My learning also enhanced a greater understanding of teamwork, leadership and sustainability as inseparable factors but not in isolation- integrated concept.

[bookmark: _Toc213821765]Conclusion
The internship in Maldron Hotel Newcastle changed the perception of the operations of the F&B department as a daily routine to a vibrant system that connects leadership, sustainability, and experience to the guest. Collaborating with Duty Managers David, Lewis, Stephanie, Ken and Suzanne, the process of adaptive management and effective communication as foundations of service excellence emerged.
In the future, I would like to enhance my technical expertise in the field of property management systems and develop projects in the direction of sustainability with the help of a waste tracking system based on data. Most importantly, this experience helped me realize that effective management of F&B does not come only through service execution but also through emotional intelligence, flexibility, and awareness of strategies.
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Learning Objective 1: Acquire Leadership and Team Coordination F&B Operations.


Discussion:
Part of my primary placement goals was to consolidate my leadership and teamwork skills through observation and support of the Duty Managers in their day to day activities. This was achieved because I was able to learn how to handle minor operational activities on my own as well as being able to communicate with the various departments efficiently that include housekeeping, events, and the kitchen. The remittance of the Duty Managers (David and Ken) gave me the opportunity to be exposed directly to both transformational and transactional leadership approaches, and, in the process, I gained insights into how motivation, delegation, and empathy affect the performance of a team and their satisfaction with the guests.

Learning Objective 2: Learn and Practice Food and Beverage Management Sustainability.
Discussion:The other essential objective was to acquire a better insight into the concept of sustainability in f and b operations. Initiatives like reducing the consumption of plastic items, introducing refillable condiments, and procuring the local produce within the framework of the Make It Maldron programme. These activities were directly linked to the sustainability theories that I studied during my coursework and gave me an opportunity to observe the difficulties of implementing green strategies in a business setting. Despite the constraint of resources on certain efforts, I got to know how little and regular efforts can make a company more efficient and more acceptable with its brand.

