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Teamwork is a fundamental part of any profession, allowing individuals to collaborate effectively towards a shared goal. Success depends on coordination, clear communication, and strong leadership (Carson, Tesluk and Marrone, 2007). A well-structured team is more than just a group of people, it works as a unit where each member plays a crucial role in achieving collective success. In the hospitality industry, where service quality heavily relies on teamwork, strong leadership and effective delegation are essential (Madera et al., 2017). My career progression from waiter to supervisor in a five-star resort has demonstrated how teamwork improves both efficiency and customer satisfaction. Managing teams in high pressure environments has reinforced the importance of leadership, delegation, and clear communication (Belias, Ntalakos and Koustelios, 2023).
In this report I will explore effective teamwork and communication, focusing on leadership and delegation through Belbin’s Team Roles Theory (Belbin, 1981; Belbin, 1993) and Tuckman’s Stages of Group Development (Tuckman, 1965). I will reflect on my experiences in the hospitality industry, discussing both achievements and challenges that have shaped my leadership skills.
[bookmark: _Toc192867620]Leadership and My “Shaper” Personality
As a Shaper, according to Belbin’s theory (1981), I am driven to push my team towards results, stay calm under pressure, and make quick decisions when necessary (Fisher, Hunter and Macrosson, 1998). In hospitality, where every second counts and attention to detail is crucial, this personality type has enabled me to handle challenges effectively. One key example of this occurred when I had to manage an unexpected event: the local football team won the Romanian Cup, and at 8:00 PM, I was informed that in just two hours, the entire team, along with their staff and guests, would be arriving at our restaurant to celebrate. Given that it was a fully booked Saturday night, this required precise organisation. 


My leadership style enabled me to stay focused, communicate clearly, and efficiently reorganise staff. I assigned the most experienced waiters to serve the football team, coordinated with the kitchen to adjust the menu, and rearranged seating without disrupting other guests. Through clear communication and fast decision making, I transformed what could have been a chaotic situation into a successful event.  However, a potential drawback of my leadership approach is my strong focus on results, which can sometimes put too much pressure on my team. That night, some staff members felt overwhelmed by the intense workload. This experience taught me that in crisis situations, success is not only about strategy and delegation but also about managing team stress (Wang, Waldman and Zhang, 2014). This lesson has helped me adjust my leadership style by ensuring better support for my team during busy times.
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In the hospitality industry, effective delegation is crucial for maintaining an efficient workflow. According to Belbin’s Team Roles Theory (Belbin, 1981; Belbin, 1993) identifying team members strengths and assigning tasks accordingly is the key to effective teamwork. One successful instance was managing a wedding event with 300 guests while the restaurant and bowling alley were also at full capacity. To ensure smooth operations, I assigned the fastest and most efficient waiters to the wedding, while others managed the restaurant and bowling area. This strategic organisation allowed us to maintain a steady pace and deliver excellent service. However, not all delegation efforts have gone as planned. On one particularly busy evening, I assigned a new waiter to a high-demand section without providing sufficient training. This resulted in service delays, customer frustration, and tension among the staff. I quickly realised that while delegation is vital, proper preparation and training are equally important (Belias, Ntalakos and Koustelios, 2023). As a consequence, I have introduced regular training sessions to prevent similar issues in the future.
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Effective communication is key in hospitality, where every detail must be clearly and quickly conveyed (Carson, Tesluk and Marrone, 2007). While I have successfully handled unexpected challenges, there have also been moments where unclear communication led to difficulties. One such incident occurred on a night with multiple simultaneous events. A waiter misinterpreted an order for a VIP group, leading the kitchen to prepare the wrong dishes. Instead of fixing the issue immediately, miscommunication between departments made the situation worse, causing delays and guest dissatisfaction. This experience reinforced the importance of ensuring that information is clear and understood.  As a result, I implemented an order confirmation system, in which waiters repeat orders to the kitchen before finalising them. This small change has significantly reduced errors and improved service efficiency.
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One of my greatest strengths as a leader is my ability to make quick, effective decisions, organise tasks efficiently, and stay focused on results (Fisher, Hunter and Macrosson, 1998). These qualities have helped me handle unexpected challenges while maintaining high service standards. Additionally, my Shaper personality has driven me to constantly seek improvements and optimise my team’s performance. However, a potential downside is my tendency to set high expectations, which can sometimes cause stress among my team. I have learned that strong leadership is not just about pushing for excellence but also about creating a balanced and supportive work environment (Wang, Waldman and Zhang, 2014). Recognising this, I have adjusted my approach to ensure that my team stays motivated and well-supported.
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My experience in hospitality has shown that effective leadership is not just about managing people but also about learning from both successes and failures (Tuckman, 1965). There have been times when good organisation and clear communication helped my team handle difficult situations well, but also moments where my decisions created challenges. The most valuable lesson I have learned is the importance of self-reflection and continuous improvement. Each experience has helped me become a more effective, understanding, and well-rounded leader one who strives for excellence while also prioritising team wellbeing.
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