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[bookmark: _Toc80958009]The Royal Leonardo Hotel.
With the COVID-19 outbreak last year, several standards of procedure had to be reshaped in the labour sector to cope with the unprecedent scenario that the virus created. If until then, enterprises were putting at top priority mental well-being of their employees, now the executive board management or CEO’s in general, have to consider the new work-environment in light of the changes of the same services given in order to cope with the new normality we live in. For this report, I have chosen the hotel where I work for the last year as a clear example of how values, beliefs and attitudes have been evolving during the course of the virus to adapt on such a drastic rapid change and still remaining competitive and profitable focusing on the internal workplace behaviours to engage with the current scenario present in the hospitality sector and provide effective adequate innovative measures to drive the business forward.
[bookmark: _Toc80958010]Research and importance of critical thinking within the Sabine Rooftop Bar and how they relate with Covid -19.
The Royal Leonardo Hotel in St Paul’s has a complex hierarchical management structure with over two-hundred branches spread all over UK and Northern Ireland. In every hotel, the HR department takes very seriously human factors within the employees to not just train them and mentoring them all, but instead, large space is left to the crew to express their own ideas, enhancing what we call the creativity that should be considered a pillar in such an innovative environment hospitality sector knows how to be. According to Mitashree (2018), the skills to reflect opinions and think reasonably is certainly an appropriate model that should be used in multiple work-scenarios as a valid work tool. For example, at the Royal Leonardo Hotel, managers and employees they have same fair chance to express their own ideas and be taken into consideration if valid. This really creates value behind any “hire” and grants the hotel certain reputation for listening to their voice. Staff members are encouraged to speak up and have their say since management evaluates their contributions by awarding them and recognising them if this excels the expectations of the job role they are asked to perform. It feels a sophisticated environment most of the times, for the way communication is happening, where the line manager communicates to its subordinates (supervisors) and then the same message gets passed to the rest of the team, but overall, what has to be pointed out is the ability to let co-workers use their critical thinking abilities at all times. To be retained essential are the practises in place in the different hotels, which have been voluntarily made flexible to move on such a crisis period we are witnessing with the pandemic outbreak, where the decision-making from senior management had to innovate in order to comply to what the current scenario in the hospitality sector is, without leaving guests cut out from this processes, aimed by an evolution of the way employees approach the day-today tasks they are required to perform within the adapted business context. Following Haber (2020) the origin of the critical thinking, however, relies in the Greek philosophers who started to question the nature of the tangible things in the world and suddenly is a study than has become fundamental to understand our approach when economies are changing for examples, or simply to face unprecedented unseen facts happening in the world today. Without this ability of questioning critically the essence of certain things happening, we would be stuck with the same results and it might end up, in some cases, in the failure of correctly interpret the new circumstances we live in and so, our ability to adopt new changes to be adapted to the current evolving reality surrounding us.
[bookmark: _Toc80958011]Overview on Beliefs… 
In the Food & Beverage outlet, the Sabine Rooftop Bar, where I was appointed as manager in charge last year, many beliefs, attitudes and values are present and very well taken by the staff of all levels who works here. Adhering to Mercer (2010) we define a “belief” some kind of subjective reflection of an intangible reality which is always affected by emotions. More in the deep, a belief can be dissociated from the actual knowledge as it does not reside in some proven facts supported by literature reviews, instead it has to be considered as something the human beings associate to facts who hardly can be proven, sometimes irrational too. The beliefs within Sabine Rooftop Bar at the hotel are seen as a plus factor, where employees do consider “provide excellence” in terms of service given, working emphatically towards guests needs, showing outstanding skills when it comes to share the company ethics such as equality and diversity, disability and cultural awareness. At Sabine, workers believe in a fair chance given by the management when meeting with diverse ethnicity on a daily basis, as they feel empowered to take decision on how they will provide service. For example, HR Trainee provide monthly training session in the way we do interact with others, focusing on the important communication levels adapted, as they believe a positive guest journey starts from our correct tone of voice, followed by the right posture assumed and in the end, by what an employee says to enhance the stay of the customers. Yet, some of those training provided are delivered in-service or online, where managers can track the progression of the candidate thanks to a database who helps supervise the completion of certain study modules given. It is an outstanding manner the company is retaining what they consider to be “company beliefs” as knowledge is transferred either face-to-face or online with the use of an internal database who stores crucial PP slides with notion that can be accessed at any time, at work or at home. 
[bookmark: _Toc80958012]Values…
According to Geare et al (2009) to keep up with good employment relationships, both, managers and employees, should give credit to what they believe creates a concrete value in the workplace context, as this will generate solid work ethics and better performance in both ends. Managers will value more their time mentoring perhaps if they feel they work for a company that promotes the critical thinking for example, and employees will represent those values while approaching guests once trained, in a win-win company mentality that focuses on going extra mile, thinking and acting outside the box. 
[bookmark: _Toc80958013]…and attitudes within Sabine Rooftop Bar.
Suddenly, agreeing with Hulin and Judge (2003) they examine the “work” attitude as a blend of tangible values and intangible beliefs that together are under the influence of the emotive intelligence of a single person. If for a moment we imagine the staff attitudes present in any workplace, they will, in some positive cases, definitely reflect how qualified are the employees of a certain enterprise leaving space to all of their professionality to shine in the hospitality field, as a result of a sudden wisdom obtained by management mentoring them to evaluate company beliefs and sharing valid values that can be associated to successful internal policies applied. Before the advent of the pandemic, most of those attitudes, beliefs and values very pretty much focused around the employee in a very schematic way, ending up in some cases to be boring as they never looked too forward to some eventual negative scenarios where the company internal culture had to be restructured. Innovation is at the base of those businesses who tends to be competitive, and hospitality especially, since constantly dealing with public, should grow a significant amount of this “new conscience”, to deal correctly with the non-always clear damages created by one year and a half being at home to protect ourselves from this virus, into the same people walking our bars and restaurant as definitely the vibe around a night out is ultimately changed from many reasons. We cannot expect the same positive reactions if managers for example have not modified the way they approach with people, have not shaped their communication skills and also the workplace safety enabling the guests to feel this evolution, resilience in terms of being still in business after all will not be the only solution to all of this. 
[bookmark: _Toc80958014]Sabine Rooftop Bar before and after Covid-19.
In order to understand the evolution of the company way of think outside the box, we must agree with Cottrell (2017) and her research to give a clearer vision of what we define with “critical thinking” within a work context, yet this can be considered as a dual ability, when people truly have skills on consider things around them in a reasonable way, and when certain people do become sceptic about reflecting facts in life. Cottrell (2017) in her brilliant book, is giving a perfect example of who those people with critical thinking abilities are, since they do not live their life questioning everything and not believing in facts, instead they simply politely argue the sense of small things as part of something bigger, opening their mind to the bigger picture while acknowledging in the process that some things might look different to what the actual reality is. This selected ability has to be seen more as an implementation of a methodology where we do not just take for granted notions we might learn from life or work, but instead with right consequences of effects, we are brought to think independently on certain matters, developing a new bespoke style of reading facts. While doing so, it is important that these people are not letting influence their decisions or their evaluations by feelings, as they might become source of doubt or simply, they could stop this learning process. Also, to be mentioned the publication of Debbink and Meshon (2020) and their explanation of ethically correct critical analysis especially when it comes to people. What human beings tends to associate to the diverse culture and ethnicity while hoping to be a thinker outside of the box, is not always done well as they tend not to accept the diversity and so classify other people with stereotypes. As reported in the book of Debbink and Meshon, only when we all accept the diverse cultural shapes which can be found in private life or in a workplace context, only in that moment we open our mind to a different way of think which will lead us to see things with different eyes, nurturing a brand new conscience that certain things are happening for subtle reasons , which are not always the ones we apprehend just looking at them, or simply judging someone. This is when people are beginning to think independently, willing not to “absorb” every notion shared with them, while instead questioning the essence of the knowledge shared in a methodological elevated manner, which will result in an improved solution still putting to work even our common sense. In the Sabine Rooftop Bar, certain beliefs and values had to be reshaped to comply with the pandemic regulations that the HMRC helped by the NHS stated when they gave the ok to business to restart work with the public. If before covid, a common belief within the company was very generic in terms of equality, now this had to change drastically. For example, if a couple without masks was about to enter the venue, employees of Sabine would simply refuse them generating bad reactions within the guests, as they felt jeopardised by the inability of recognising them still as guests. What was lacking in the internal standards of operations, was clearly the ability to acknowledge that these people were “mask exempt” and so, none of the employees questioned the sense of those regulations in relation to preserve the business. HR management took the lead straight away, focusing on those bad comments, to host multiple face-to-face trainings to expand the meaning of certain policies that should not affect guests positive journey because employees are not flexible at all. First management and then the rest of the team, were able to implement those changes in beliefs helped by these trainings organised, where the results ended up in higher guest satisfaction clearly visible by the new online feedback given. Another aspect about the “old” values of Sabine that needed innovation, relies on the fact that pre-covid, staff members were trained to be always warm with their body language to really connect with the guest in house. This amazing value of “welcome guests with warmth” had to shift in to “welcome guests in a safe environment” where safety starts now with all of us. If before we had great accomplishments by guests because we would smile at them and in some cases, even hug the returning guests at the hotel visiting the bar, now this is not possible anymore. It is clear now that the pandemic had thought us that infections might rise exponentially if we do have multiple physical contact with guests, even though our goodwill on having the right confidence doing so, we are not putting our safety in the first place. HR department along with the GM, created a new SOP within my company to be signed and acknowledged by all departments, where employees of Sabine should still greet the guests warmly, but no body contact is allowed anymore, ensuring a safe work environment for guests and ourselves. Attitudes are slightly modified in many behavioural aspects as now, we are letting recognise our customers when we are smiling, because we are doing it with our eyes instead of the “traditional” way, yet, still extremely important for service excellence reason to do so, but in a new way, dictated by the covid regulations in place. Most of the staff members at the begin of this edited beliefs, values and attitudes did not take it well as they felt deprived of what most important for them, the ability to smile with no mask for example, but mentoring them in asking questions, why the company had to take these decisions, finally this was taken as something positive that helped to preserve their health without damaging business profitability.
[bookmark: _Toc80958015]Taylor Management’s theory, Max Weber’s Bureaucracy

To enhance performance within the actual critical thinkers in an enterprise, the scientific management model of Taylor’s four principles can be used to analyse the crucial steps, HR management and any senior employee, that could lead to the path for higher staff-retention, job satisfaction, profit achievements. Adhering with Huang et al (2013) in their publication, four are the action factor that could lead to an improved work environment as per below:
Taylor’s four scientific management theory, 2013







Examine work processes:
First step of action within the Sabine management, will consist in an attentive analysis of the current steps of service present in the venue, where management starts to draw a clearer path of valuable team members. Also, this is the part where potential gaps of knowledge can be found.
Assess and assign tasks:
As a consequence, this process is vital to figure out single abilities that can be used within the work context, while assigning the right tasks to be performed to the team, keeping the development a real tangible and accessible opportunity to everybody in the entourage. Sabine is all about the fair chance given.
Developing staff skills and award the high performance:
In course of innovation, the company recognises the key-role of mentoring and training its employees, with the goal of assisting them in order to achieve those tasks assigned, staff feels awarded by company bonuses and benefits given to those who reflects better the commitment asked to achieve business goals.
Define the hierarchical structure and keep monitoring:
In the final step, senior management of Sabine is ready to reward a brand-new work structure, where the people who performed more are taking the advantages of new roles within the enterprise, having plenty of proof of success derived by the mansions delegated to enforce operations. Controlling other associates milestones is still fundamental for the length of the project.
Given the current scenario in the work context chosen, there are few aspects have to be critically scrutinised, as for some staff members this approach could work and for other might not. Let us start from the positive impact of this scientific model at Sabine, most of the employees in time they have proven to be a valid resource of professionalism and might find their selves in a position where they lead the rest of them by example, being a satisfactory success in their job role ready to step up for better employment. On the other side, has to be noted as we are all diverse, this model did not demonstrate to be effective with those team members who were taking more time to achieve same results, as perhaps their motivation does not have anything to do with higher remuneration, some of them simply want to live their life with a stable equilibrium without give more to company. Who we are to question those attitudes and most important, how do we get the whole team to perform the way we want if management recognises barriers coming from lack of ambition? Although this theory put the basis of what become in the past the industrial scientific revolution of expert labour, does not find a perfect match in Sabine rooftop bar. A great example that can be useful to evaluate the role of critical thinkers in the workplace, can be taken from Chelsea (2019) while refers to Max Weber six characteristics of bureaucracy as an updated formula to recognise and develop skilled polite employees. These six steps can be applied in Sabine rooftop bar as per below: 
Max Weber’s six management charteristics (Chelsea, 2019)
Split the labour:
In the Sabine management, most of the tasks should not be covered just by the line manager, hence why splitting the relevant bar duties required are essential part of distribuiting the worl load. In the covid scenario the business is implicated, managers they can work from home without accumulate arrears in deadlines, performance etc etc.
Job Specification:
It is proven scientifically that when directions coming from the top are clear and concise, the team will react efficiently on completing those as they feel the importance of bespoke directions which they will lead to success. In most cases, still the training should not stop and supervisors are helping the rest of the crew on being on the same page. Covid has changed to way employees are getting briefed, as now they will have to socially distance in meetings.
Hierarchy:
Critical thinkers are those ones recognised by their ability to question the truth and make reasonable polite comments in regards. When the hierarchical structure is presented in a tidy way, perhaps helped by some diagram, everybody will understand the positioning of the roles present in the enterprise, avoiding confusion and enhancing communication levels.
Official procedures:
When designing or reviewing new or existing standards of procedures, it is preferable to do it with official communication to let the team aknowledge the message. If before pandemic, most of this officiality would consist in print some forms and make the team sign, now in the Covid-19 envoirnemtn we live in, this has shifted to emails instead, a touch-free way of communicate.
Equality:
To mantain an healthy organisation structure, employees should be aware on the internal policies related to the fact of being all diverse should not demerit a single one , they are at the same time all equal in terms of opportunity given, colour of the skin, tasks assigned. 
Achievement depending advancement:
Even though some bonuses and perks in Sabine Rooftop Bar are still stuck in terms of covid budget, the GM of the hotel is rewarding those efforts coming with meritocracy to those staff members who excelled the tasks given and perfomanced an outstanding job. Covid might be a barrier for some remunerative achievements, but the company strategy involves even discounted rates in the other F&B outlets to give awards.
[bookmark: _Hlk54439178][bookmark: _Toc80958016]De Bono’s six thinking hats method applied to Sabine

Following up on the importance of establish a valid critical thinking mentality within the workplace context, a very effective academic model from doctor De Bono surely helps to reflect about the importance of such an innovation. According to Gocmen and Coskun (2019) to support internal independent rationalization, employees within the business, should practice an advanced methodology of brainstorming periodically, intent to question the same reality considering different aspects, hence where the validity of this model can result crucial to those people who wish to think outside the box and apprehend in full the notions the work-life scenario will present them. These six different ways of scrutinizing the truth are proven to increment personal thinking abilities and especially, intensify the creative skills of employees. This model has been applied to the Royal Leonardo Hotel management structure to identify and evaluate those members who belong to a different hat, suddenly to examine the validity of the model on its own applied in the work context as follows:
[image: Stimulate Group Creativity Using Edward de Bono's 'Six Thinking Hats']
White Hat: Marketing & Events
In front of the need to innovate the business, even in tough times like the one with the pandemic, this department in the hotel is one that analyses deeply the current trends in the market, trying to associate relevant topics into the final offering. People who wear this hat in my company are seen very focused on activations pre-existent in the market to adapt in our culture.
Red Hat: Sabine Food and Beverage Team
Team belonging to this unique outlet, working on the seventh floor of the hotel, are usually those ones to worry less facing eventual obstacle who might be presented on service, as they are driven from strong emotive intelligence, performing in such a breathtaking panorama that the City of London has to offer of its skyline, making it easy to cope with unfortunate episodes due to their ability to react promptly with appropriate emotions.
Black Hat: Finance Team
Even though many of them they work far from the public, sitting at their desk, Finance people in Leonardo Hotel are the most cautious ones, preparing always more accurate budgets and estimating the pandemic-affected revenue they are required project forward. Employees in this department are very much figure orientated where, starting from a negative approach of last year closure of the businesses due to the virus for example, are working hard into shifting the bad news (missing budget, loss of revenue) into something positive, reflecting all the troubles encountered in the growth path.

Yellow Hat: Sales Team
This is the source of optimism in the Hotel. Sales team have suffered the biggest hit with the closure of hospitality outlets to be rented for business/leisure occasions for over a year due to Covid-19. Their ability of maintaining good retention within the existing customers, keep up relevant communication in time it has always seen by them as a new opportunity to generate future revenue. In facts, as now things they tend to shape into the new normality, the Sales team is confirming back again new incoming events in hotel with people who have been inquiring over twelve months ago. A success derived by their ability to optimize resources in hard times and turn most guest approaches into a positive one.
Green Hat: Human Resources
This place is occupied by the HR management presence, as true example of creative approach to the multiple challenges an enterprise is now facing due to covid-19. Reflecting on some crucial employees benefit given to those who are introducing a friend to work, in such a historic moment of staff shortage, the department was able to fill in some very trustworthy profiles in the entourage because of this. People from HR are the most innovative as the way they are presenting company policies for example it become very interactive, with a touch of originality when it comes to create posters to summarize the rules. With them, nothing gets boring, they represent a true example of thinker outside the box.
Blue Hat: General Manager
This role in the Hotel is a very complex one, since the gentleman who is appointed to be present in every mandatory departmental meeting needs to acknowledge the message, direct the resources effectively, summarize the findings and organize the further actions required for innovations. Never stuck on a problem, the GM aims to make things clear and accessible for everyone in the company. For example, with the advent of the pandemic, he is the one in the company who liaises with the latest government advice on how we can contrast Covid and create a safe work environment, for guests and employees too, where actions and pointed out very tidy and tangible direct results.
[bookmark: _Toc80958017]Recommendations.

[bookmark: _Toc80958018]The Royal Leonardo Hotel excels in training and mentoring contents perfectly organised and delivered to the whole team present, their ability to adapt changes in the work environment due to the virus outbreak has been very well taken by the most. However, after the Academic demonstrations and implementations of some models around the role of the critical thinking and questioning the truth, they should be enforced, along with the creative mentality employees should react in response of the new directions given. In future, in my opinion, before setting up new rules/policies which are affecting the internal attitudes, the company should give more space to the staff to have their say in regards and build solid mentality around who makes the rules and who is meant to follow them and externalise those to the guests, in order to achieve perfect communication link and enhance guest satisfaction.

Conclusion.

Undoubtedly, this unprecedent times have brought many changes in the way of how enterprises perform their operations, as they had to align to government guidelines and, in most cases, bring innovative solutions to cope with the pandemic. After this reading, is clear that in order to implement new standards effectively, an employer should encourage the thinking outside of the box of its entourage and award those who are able to shape the final message given thanks to their abilities to question the matters presented by senior management. We are all human beings with different beliefs, but the key role certainly stands in the ability to align the right amount of creativity that comes from employees, into valid and accessible company values that will form the future correct attitude in the given work context. Companies should not prescind from this point as the way are seen from the externals, should reflect the beauty of a group that thinks independently and still does the interest of the hotel. Covid-19 gave us an awakening call for implementation of change in business, and hopefully now we have all nurtured an evolute conscience on how fundamental is doing so.





[bookmark: _Toc80958019]References

Belludi, N., 2016. How to Stimulate Group Creativity. Right Attitudes, Ideas for Impact: e-image. Available at: https://www.rightattitudes.com/2016/05/13/de-bono-six-thinking-hats/ 25.08.21.
Chelsea, J. M., 2019. Libraries as bureaucracies: a SWOT analysis. Library Management: e-book.Available at: https://www-proquest-com.ezproxy.uwtsd.ac.uk/docview/2225095683?accountid=130472&pq-origsite=primo Accessed: 25.08.21.
Cottrell, S., 2017. Critical Thinking Skills: Effective Analysis, Argument and Reflection. Macmillan Education UK: e-book. Available at: https://ebookcentral.proquest.com/lib/trinity/reader.action?docID=6234915 Accessed: 22.08.21.
Debbink, A., Meshon, A., 2020. Think for Yourself: The Ultimate Guide to Critical Thinking in an Age of Information Overload. Duo Press LLC: e-book. Available at: https://ebookcentral.proquest.com/lib/trinity/reader.action?docID=6142188 Accessed: 23.08.21.
[bookmark: _Hlk80553321]Geare, A., et al., 2009. Workplace values and beliefs: an empirical study of ideology, high commitment management and unionisation. International Journal of Human Resource Management: e-book. Available at: https://web-a-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/detail/detail?vid=0&sid=17d8ea38-45c3-4199-bba2-a32349be8642%40sessionmgr4008&bdata=JnNpdGU9ZWhvc3QtbGl2ZQ%3d%3d#AN=40628023&db=bth Accessed: 21.08.21.
Gocmen, O., Coskun, H., 2019. The effects of the six thinking hats and speed on creativity in brainstorming. Thinking Skills and Creativity: e-book. Available at: https://www.sciencedirect.com/science/article/pii/S1871187117301803 Accessed: 25.08.21.
Haber, J., 2020. Critical Thinking. MIT Press: e-book. Available at: https://ebookcentral.proquest.com/lib/trinity/reader.action?docID=6142274&ppg=21 Accessed: 20.08.21.
Huang, K. P., et al, 2013. A Review And Critical Analysis Of The Principles Of Scientific Management. International Journal of Organizational Innovation: e-journal. Available at: https://web-a-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/pdfviewer/pdfviewer?vid=1&sid=069c7d9b-c7d3-46a5-816b-0daa2c8d340c%40sessionmgr4008 Accessed: 24.08.21.
Hulin and Judge, 2003, in Kowske. B. J., et al, 2010. Millennials’ (Lack of) Attitude Problem: An Empirical Examination of Generational Effects on Work Attitudes. Journal of Business & Psychology: e-journal. Available at: https://web-a-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/pdfviewer/pdfviewer?vid=1&sid=c3c1ce8c-f331-49c8-a55d-951e654af50e%40sdc-v-sessmgr02 Accessed: 22.08.21.
Mercer, J., 2010. Emotional Beliefs. International Organisation: e-book. Availavable at: https://web-a-ebscohost-com.ezproxy.uwtsd.ac.uk/ehost/pdfviewer/pdfviewer?vid=1&sid=9f911788-5ac9-437d-b3e5-fc1e466405fa%40sdc-v-sessmgr03 Accessed: 20.08.21.
Mitashree, T., 2018. Role Of Creative Thinking As An Imperative Tool In Communication At Workplace. Journal of Organizational Culture, Communications and Conflict. Arden: e-journal. Available at: https://www-proquest-com.ezproxy.uwtsd.ac.uk/docview/2177045878?accountid=130472&pq-origsite=primo Accessed: 19.08.21


Examine work processes


Assess and assign tasks


Developing staff skills and award the high performance 


Define the hierarchical structure and keep monitoring 


Split the labour


Job specification


Hierarchy


Official procedures


Equality


Achievement depending advancement


Page | 2 

image2.png
Edward de Bono's Six Thinkin% Hats Model

for Critical Thinking and Prob

- Objectivity
- Fact-finding

& BLACK HAT
‘ YELLOW HAT
‘ GREEN HAT
‘ BLUE HAT

http/Aww.rightattitudes.com/

« Passion
« Intuition
+ Emotions

+ Caution
- Pessimism
- Somberness

- Hope
+ Optimism

- Creativity
- Inventiveness

+ Direction
- Synthesis
+ Organization

em Solving

Wear the white hat to focus objectively
on the available facts and figures.

Wear the red hat to look at the
problem using intuition, gut reaction,
and emotion.

Wear the black hat to be vigilant and
consider the negative sides of the
event, issue, or problem.

Wear the yellow hat to think positively.
Consider all the benefits of the
circumstances.

Wear the green hat to get creative and
invent new approaches.

Wear the blue hat to perform meta
thinking. Scrutinize and direct
discussion. Synthesize all viewpoints.

Reference: Edward de Bono's Six Thinking Hats




image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





