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[bookmark: _Toc213316536][bookmark: _Toc213920160]Introduction

My placement experience in Hotel Ramada Bristol West saw me serve in the Food and Beverage (F&B) department, where I was in charge of the breakfast service, bar operations and events. The achievement of the department depended on the level of coordination among the teams of kitchen, service and management. Nevertheless, the Head Chef had to work alone most of the time when the breakfast peak was served, and the General Manager could not support him, which revealed the deficiencies in the workload, communication, and motivation. Following the instructions of Anon (2010) and Hagg (2013), the given reflection uses the Reflective Cycle as developed by Gibbs (1988) to turn the experience into learning. It critically evaluates the inefficiencies by applying the Lewin Change Model, Kolbs Learning Cycle, Vroom's Expectancy Theory, Tuckman Team Model and Herzberg's theory of motivation.


[bookmark: _Toc213316537][bookmark: _Toc213920161]Reflective Learning Log – Hotel Ramada Bristol West
[bookmark: _Toc213316538][bookmark: _Toc213920162]Description 
[bookmark: _Toc213316539]The Head Chef had to work in the kitchen all by herself, during a few of the busy morning shifts, preparing, plating, and taking a count, and the service staff had to rush to fulfil the guests' requests. No assistant or kitchen runner was time-booked, meaning delays were involved in delivering food and maintaining a constant temperature. Consequently, the General Manager often abandoned supervisory tasks to assist the chef, which left the front-of-house unmonitored. The remaining team members were reactive without being coordinated. My F&B assistant job was to clear and reset tables, serve plates, and give orders; however, communication was not clear due to the lack of systematic handovers or briefings. The frequent failure of communication between kitchen and service operations, the absence of role definitions, and the inadequacy of contingency plans at the peak times of service indicated a bad communication, role ambiguity and inadequate contingency plans.
[bookmark: _Toc213920163]Feelings 
[bookmark: _Toc213316540]At first, I was excited and eager to know how an international hotel copes with the high-volume breakfast service. Nonetheless, the stresses of disorganised shifts at a repeated rate were quickly frustrating and exhausting. The victimisation of the chef would be sympathetic yet anxiety-inducing; I felt ambivalent between the urge to assist and the need to remain in my designated position. There was apparent demotivation among other team members who said that the management did not listen to them. These feelings helped me to understand that the leadership style directly influences morale. According to Hagg (2013), emotional awareness in placements contributes to professional maturity; since I started to think about my responses, I have realised that I need to be open and have proactive plans. Although it was pressurising, the case made me critically view the management and think about how the decisions made by the leadership influence the people and performance.
[bookmark: _Toc213920164]Evaluation 
There were some positive parts of the service: the employees showed professionalism to the visitors, and the General Manager supported them with his hands-on which avoided the complete service breakdown. Nonetheless, there were several performance vices. No pre-shift briefing was given; therefore, there was no clear allocating of tasks and expectations. The chef's task was unrealistic, and the front-of-house staff was not directed. Using a model developed by Tuckman, the team was in the same stage of the process, which was storming- there was tension and misunderstanding among members, and the team could not pass to norming (Mohd Rick et al., 2022). In motivational terms, Vroom (1964) states that the workers were also demotivated since they could not receive a reward or recognition when they put more effort into their work; expectancy and instrumentality were broken (Khairul Amali et al., 2023). Felce (2019) emphasises that the successful control of the work-based learning presupposes the presence of the feedback loops; in this case, there were none. As a guest-service element, the dimensions of reliability and responsiveness of SERVQUAL Parasuraman et al., were not fulfilled since orders took longer to be fulfilled and consistency decreased (Olorunsola et al., 2022). Success was found in the end, though, not in structure but in emergency effort.
[bookmark: _Toc213316541][bookmark: _Toc213920165]Analysis 
[bookmark: _Toc213316542]At Ramada Bristol West, the experience of an unsuccessful planned organisational change is observed. The Change Model proposed by Lewin (1951) suggests that the successful transformation must be based on three steps: unfreezing, change and refreezing (Kensha Putri Widyasari et al., 2025). The unfreezing process was never initiated by management, not even the routines which had been in existence were questioned. There was no change stage due to the lack of introduction of a helper or rotation system, and no reinforcement of improvement; it could not refreeze. According to Wood (2013), the hospitality industry leadership must respond actively to changes, not crisis intervention.
The Experiential Learning Cycle (1984) by Kolb emphasises that experience should go through the process of reflection, conceptualisation and experimentation to create improvement (Meijer et al., 2022). There was minimal reflective learning as the department repeated the same breakfast issues daily. Post-service reviews would have turned the frustration into knowledge, which was not the case.
Motivationally, the Expectancy Theory (1964) by Vroom is clear in that employees lacked engagement since their contribution (expectancy) was not accompanied by performance reward (instrumentality), and any performance rewards were not accompanied by desirable outputs (valence) (Khairul Amali et al., 2023). On the same note, the Motivation-Hygiene Theory by Herzberg (1959) indicates that poor working conditions, workload, and weak supervision are hygienic failures that encourage dissatisfaction and supersede such motivators as achievement and growth (Yensu, 2025).
Analysis of teamwork using Tuckman (1965) supports the team's failure to perform effectively because of a lack of clear communication and irregular leadership (Pfutzenreuter et al., 2021). A briefing of 10 minutes daily may be used as a norming process to set the expectations straight. Johnston, Clark & Shulver (2012) also continue by stating that service operations rely on the equilibrium between demand and capacity; in this case, the demand was more than the capacity since the chef was not assisted. Walker (2021) suggests that an effective F&B management team must go beyond technical expertise to have systematic leadership and coordination that align with organisational strategy. Thus, the problem was systemic in nature, as it was based on the issues of leadership stagnation, the lack of cross-training, and the failure to pay attention to the staff motivation, which undermined both the well-being of the employees and the guests' experience.
[bookmark: _Toc213920166]Conclusion
[bookmark: _Toc213316543]Applying the Gibbs Reflective Cycle (1988) helped me critically analyse the role of poor leadership, lack of clear communication, and insufficient workload balance in decreasing team motivation and guest satisfaction. The studies focused on implementing the Lewin Change Model and the Learning Cycle (Kolb) to structural reflection and unceasing enhancement and motivation, collaboration, and recognition (Vroom, Herzberg, and Tuckman). Altogether, this reflection helped me better understand how good leadership and planned learning can support performance, morale, and service excellence in hospitality operations.
[bookmark: _Toc213920167]Action plan 
This action plan will enhance coordination, motivation and ongoing development as it aligns with the hospitality best practice.
	Step
	Action
	Theoretical Link
	Timeline
	Expected Impact

	1 – Pre-Shift Briefings
	Conduct 10-minute daily meetings assigning micro-roles, stock thresholds, and service goals.
	Lewin (1951); Adair (1973)
	Start Week 1
	Enhances readiness, reduces pressure on the chef, and improves communication flow.

	2 – Cross-Training Programme
	Train one F&B assistant to support the kitchen during peak hours through shadowing and skill rotation.
	Kolb (1984); Hersey-Blanchard (1969)
	Weeks 2–3
	Builds flexibility, prevents bottlenecks, and encourages experiential learning.

	3 – Recognition and Feedback Scheme
	Launch a weekly “Star Performer” award and 60-second end-of-shift reflections.
	Vroom (1964); Herzberg (1959)
	Week 4 onwards
	Boosts morale, links effort → reward, promotes reflective culture.





[bookmark: _Toc213316544][bookmark: _Toc213920168]Conclusion
[bookmark: _Toc213267245]This practice reflection on my work placement at Hotel Ramada Bristol West has contributed to my understanding of the value of leadership and coordination in achieving customer satisfaction in the hotel. The analysis substantiated that consistent service depends on communication, recognition, and organised planning. With the help of Anon (2010), Felce (2019), and Walker (2021), it has been shown how theory can turn experience into professional competence. I will use such lessons in ensuring operational excellence in my future managerial positions by encouraging collaboration, motivation and reflective learning.









[bookmark: _Toc213316545][bookmark: _Toc213920169]Appendix: Learning Objectives
Learning Objective 1:
To figure out the influence of leadership and communication on the efficiency of the operational functioning of the Food and Beverage department.
[bookmark: _Toc213316546]Achievement:
Achieved. By watching the Head Chef and General Manager, I realised that tension and delays were caused by poor communication and a lack of pre-shift briefings. Using the theories by Tuckman and Vroom enabled me to establish a direct linkage between leadership clarity, motivation, and team performance.
Learning Objective 2:
To apply the theories of motivation and teamwork (Herzberg, Vroom, and Tuckman) to a practical workplace situation.
Achievement:
Partially achieved. I managed to connect theory and practice through the processes of reflection and action planning, but the actual environment lacked organised systems of motivation. However, I recommend achievable changes, such as reward schemes and cross-training programs.
Learning Objective 3:
To acquire realistic skills in coordination, flexibility and learning to reflect when pressure is on.
Achievement:
Achieved. The flexibility and problem-solving skills were enhanced by the fact that I was handling the breakfast service during peak times. The reflection process helped me become more skilled in transforming operational challenges into professional development opportunities, as I reflected using the Kolb Learning Cycle and Gibbs.
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